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THE OUTSOURCING OF CORPORATE REAL ESTATE ASSET MANAGEMENT 
IN NEW ZEALAND 
by Timothy J. Hayward 
The outsourcing of non-core business processes has mushroomed on a world-wide basis as 
organisations seek strategic business advantages in an increasingly competitive market 
environment. In line with this trend, there has been a dramatic increase in the number of 
organisations for whom the outsourcing of real estate asset management functions has 
become a viable option. This study examines current practice, trends and issues associated 
with the outsourcing of corporate real estate asset management functions in New Zealand. 
Data collected by means of a survey questionnaire show that there is an increasing trend of 
outsourcing corporate real estate services in New Zealand. The study also investigates the 
types of real estate services that are being outsourced, the reasons for this outsourcing, how 
organisations identify and select service providers, the success of current outsourcing 
arrangements, the roles of the in-house expert and the service provider, and the skills and 
attributes that are required from real estate professionals. 
KeyWords: 
Corporate Real Estate; Facilities Management; In-house; Non-core; Outsource; 
Outsourcing; Property Management; Real Estate; Real Estate Management; Re-engineering; 
Service Provider; Strategic; Resources; Survey. 
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1.1 Research Purpose and Scope 
The outsourcing of non-core business processes has mushroomed on a world-wide basis as 
, 
", .' -0-',' ._. • '. -. ~. ~ 
organisations seek strategic business advantages in an increasingly competitive market 
environment. In line with this trend, there has been a dramatic increase in the number of 
organisations for whom the outsourcing of real estate asset management functions has 
become a viable option. 
The overall purpose of this research paper is to investigate the outsourcing of corporate real 
estate asset management in New Zealand. The study is to examine current outsourcing 
practice, trends, and issues, in order to assist property professionals to respond to identified 
market needs and the associated level of demand for services. 
Outsourcing can be simply defined as 'the partial or total contracting of a business task, 
function, or process to an external service provider'. It involves replacing the internal 
provision of services with the external provision of those services. For the purpose of this 
paper, the term 'outsourcing' includes related variations such as out-tasking, strategic 
alliances and partnership arrangements. It encompasses all applications from the provision 
of a single task to the total replacement of a business function. It is recognised that many 
organisations operate hybrid structures where activities are partially outsourced. 
___ > 1 
The scope of the research is limited to corporate real estate asset management, which is 
defined as 'the management of land and/or buildings that are owned, used, or leased by 
organisations that are not primarily engaged in the property/real estate business'. In this 
1 
context, 'corporate' includes 'not for profit' organisations, government departments and 
public agencies, as well as private sector companies. 
The corporate real estate sector is substantial, although it is often under-rated when 
compared with the property investment sector that has a higher public profile. By way of 
example, at the peak of the 1980's property boom, the total value of the largest property 
investment company listed Oil the New Zealand stock exchange was between 500 million 
and 1 billion dollars. At the same time, the government education property portfolio alone 
was estimated to have a value in the vicinity of 3.5 billion dollars (Lincoln University, 
1997). 
It should also be noted that, internationally, the use of the terms 'real estate management' 
and 'property management' depends on the convention of the particular country concerned. 
For the purpose of this paper, these terms are interchangeable. Similarly the terms 'corporate 
re-engineering' and 'corporate restructuring' are interchangeable. 
1.2 Background - Corporate Re-engineering and Outsourcing 
The economic and political environment in New Zealand has been subject to a climate of 
extensive volatility and change during the past decade. The period has also been 
characterised by deregulation, rapid advances in technology and increasing globalisation. 
These factors have had a profound affect on the business world and have been a catalyst for 
widespread corporate re-engineering. The outcome for many firms that have sought to gain a 
competitive advantage, has been a refocusing of effort and activity on core business 
functions. 
2 
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This climate of change has also had a major impact on the public sector. The New Zealand 
Government has corporatised many former departments and ministries, and has 
subsequently privatised a large number of the newly created state agencies and enterprises. 
The local government sector has also been subject to major reform that has affected 
territorial and regional councils, and quasi-government authorities such as electricity supply 
authorities. 
Not surprisingly, this climate of change has had a c~nsequential affect on corporate real 
estate and its management. In order to focus on core activities and to improve efficiency, 
many organisations have chosen to outsource a range of real estate asset management 
functions. It is contended that there is a predominant and increasing trend of outsourcing that 
provides significant potential for property professionals in New Zealand. This research 
exercise seeks to determine the nature and extent of this potential. 
1.3 Research Objectives/Questions 
Six research objectives have been formulated and these have been structured as the 
following research questions. 
1. Is there a trend of increased outsourcing of corporate real estate asset management 
in New Zealand? 
2. What corporate real estate functions are being outsourced, and to what extent? 
3 
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3. What are the main reasons/drivers for the outsourcing of these real estate functions? 
4. How do organisations identify real estate service providers and what are the main 
criteria used in the selection of providers? 
5. How successful is corporate real estate outsourcing in New Zealand and what 
factors affect the success/failure of this outsourcing? 
6. What roles, skills and attributes are required to undertake the tasks that are being 
outsourced? 
1.4 Overview of the Research Process 
The process that has been adopted for the research involved four main components as listed 
below: 
1. An extensive search was undertaken of previous literature on the topic, both locally 
and internationally. This included research papers, journal articles and relevant 
texts. A specific aim of the literature review was to identify overseas practice and 
trends for testing in the New Zealand market. 
2. Direct personal interviews were held separately with five corporate real estate 
executives. The interviews were exploratory in nature, to provide further insight on 
the research topic and better definition of the research objectives and tactics. 
4 
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3. A survey questionnaire was prepared and mailed to a wide range of businesses and 
organisations (457), for completion by the person primarily responsible for 
management of the organisation's real estate assets. 
4. The results from the questionnaire and comments from the interviews were 
analysed, with the main findings being presented in this paper. 
The balance of this paper commences with a summary of the literature review in Chapter 
Two. Chapter Three contains a detailed description of the research design, and the 
methodology adopted for the analysis of results. The research results are then described in 
Chapter Four, with conclusions and recommendations following in Chapter Five. 
5 
CHAPTER TWO LITERATURE REVIEW 
A large quantity of literature has been reviewed, primarily from the USA where corporate 
real estate asset management is more advanced as a profession, and outsourcing is a widely 
accepted business strategy. A number of papers have also been sourced from the United 
Kingdom and from Canada . 
..;.~~:~~~.;..:,:.::-.~ i 
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Very little published research is available on corporate real estate asset management in New 
Zealand. Teoh produced a research paper in 1993 on the performance of corporate real estate 
asset management, which was based on a sample of publicly listed companies. Several 
general articles have also been published in the property journals, most being written by 
McDonagh, Dow or Rogers. 
For ease of reference, the literature has been grouped according to the SIX research 
objectives and is reviewed under those headings. 
The Outsourcing Trend 
A number of surveys have been undertaken in the USA on the outsourcing trend. The 
literature indicates that there has been an increasing trend of outsourcing corporate real 
estate services and most commentators expect this trend to continue. The relevant literature 
is outlined below. 
A survey on corporate real estate outsourcing, undertaken in 1997 by the International 
Association of Corporate Real Estate Executives (NACORE) and Deloitte & Touche LLP 
Corporate Real Estate Services, revealed that 75% of the 212 companies surveyed in the 
USA and Canada had been re-engineered in the previous three years. A consequent 10 -
6 
-I 30% average decrease in the numbers of corporate real estate staff was observed. Forty 
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percent of the survey respondents indicated that outsourcing had increased because of this 
re-engineering. (Facilities Design and Management, August 1998). 
Carn (1996) comments on the results of an earlier Delphi Study in 1995 undertaken by the 
same association (NACORE). At that stage, outsourcing was viewed as a common way to 
enhance the provision of corporate real estate services in a cost-effective manner, and it was 
expected to become more popular in subsequent years. 
Bergsman examined the state of corporate real estate management outsourcing in an article 
in National Real Estate Investor. He observed that after an initial wave of outsourcing in the 
USA, many corporate real estate departments were only then re-evaluating the cost 
effectiveness and overall benefits of this outsourcing. Nevertheless, he concluded that 
whether or not outsourcing was successful, there would be no going back. He states 
"Those companies that do outsource won't go back to building huge corporate real 
estate departments. That bridge has been burnt." (Bergsman, 1994, p. 26). 
Ricker of Codman Services Inc., Boston reflects the views of many of those interviewed by 
Bergsman in the same article, stating 
"We don't see outsourcing as a fad or trend, but something that is gaining long term 
acceptance". (Bergsman, 1994, p. 42). 
Romano continues this theme in comments on studies undertaken by NACORE and Deloitte 
& Touche in 1995. He notes that an increasing number of companies are turning to 
outsourcing. It is his opinion that the upward trend of outsourcing will not diminish when 
firms become more profitable. He points out that if it makes sense to outsour~e tasks in 
7 
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. i times when profits are lower, it will make sense to continue to outsource these tasks when 
profits increase. (Romano, 1996). 
Curtice, a Vice President of Arthur D. Little, Massachusetts, considers outsourcing to be an 
unstoppable trend. He views outsourcing as the first step toward the virtual company and 
states 
~:::.' .-_'_-";:.~_:.--=-__ ~l-~ 
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"You just perform the functions that you have to perform in order to offer a 
competitive advantage over others, nothing more" and "Eventually everything will 
be outsourced, except what a company really does. If it doesn't offer you a 
competitive advantage, you won't be doing it". (Kelley, 1995, p.4D, p.42). 
In a major study of issues associated with corporate real estate outsourcing, Kimbler and 
Rutherford also observed that corporations were outsourcing more of their real estate 
requirements and that providers were increasing staff size to meet the demand. However 
they also noted a new trend in the increased outsourcing of services previously provided 
internally. (Kimbler and Rutherford, 1993). 
'''::---'-'-' 
The Extent of Corporate Real Estate Functions that are being Outsourced 
The literature reveals that there is a diversity of opinion on just what should be outsourced to 
achieve a strategic advantage, and there is a corresponding variation in both the type and 
extent of functions that various organisations choose to outsource. In practice, this ranges 
:".>:'--~~-."""""'-' 
from the outsourcing of a single task through to the outsourcing of the entire corporate real 
estate function. In some cases the writers' views appear to be significantly influenced by 
their position as either a service provider seeking new opportunities, or as a corporate real 
estate executive who may feel threatened by outsourcing possibilities. 
8 
The frequency of outsourcing individual real estate tasks is investigated in the survey by 
Kimbler and Rutherford (1993), and is discussed in Romano (1996). Carter (1995) mentions 
lease administration, property tax compliance, facilities management, lease audit, strategic 
planning, location analysis, consolidation, site selection and disposals as candidates for 
outsourcing. 
~~: :-: :::':';-:-:1 
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There is evidence that the range of real estate functions that are individually outsourced is 
expanding. Scroggins considers that every corporate real estate task can theoretically be 
considered as a candidate for outsourcing. Traditionally many corporate real estate tasks 
have been outsourced because the work is specialised and sporadic. Relocation studies, site 
searches, legal and tax work, programming, space planning, design and construction are 
quoted as examples. However it is his opinion that transactional skills, which were once 
considered the ultimate core competency of a successful corporate real estate professional, 
can also be outsourced. (Scroggins, 1994). 
Ciandella also predicts the continued growth of real estate outsourcing, with contracts 
covering a broader scope of services, including strategic tasks. He notes that 
"More and more corporations are stretching beyond the typical property and lease 
management, design/build, janitorial and maintenance services, and are seeking or 
considering deals with services like space planning, site planning and, most 
importantly, overall strategic planning". (Ciandella, 1996, p.66). 
Several good case studies are available on companies that have chosen to extensively 
outsource their corporate real estate functions. They include Sun Microsystems (Dhollande 
1996), Volkswagen of America (Carroll, 1995), Mead Corporation (Gibbs, 1994), Canada 
Post Corporation (Morency and Hunter, 1996), and Ameritech (DeMarco, 1997). 
9 
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The outsourcing by Sun Microsystems has included planning, real estate transactions, design 
and construction, and facilities management. Volkswagen has outsourced the entire real 
estate lifecycle from planning, creating, and managing real estate through to its disposal. 
Outsourcing by the forests products company Mead has included leasing and subleasing, 
development of new facilities, space planning and construction management, site selection, 
disposals, co-ordination of financial accounting and internal corporate charge-backs to , 
business units, provision of real estate consulting services, and assistance to all of Mead's 
internal departments. Telecommunications giant, Ameritech, has also outsourced virtually 
- - - - -, -" ---_"..o':.'L.'. ~ "...-; ".-..j the whole management of its real estate operations. 
Main ReasonslDrivers for Outsourcing Real Estate Functions 
Much literature has been devoted to the reasons for outsourcing and the potential benefits 
that can be gained. It is apparent that in its infancy, outsourcing was primarily motivated by 
the potential for cost savings. Most writers agree that cost reduction is no longer the main 
driver behind outsourcing, rather outsourcing is now undertaken for strategic business 
reasons. As a result of corporate re-engineering and downsizing, companies now outsource 
so they can focus on core business but still retain access to skills and technology that are no 
longer available internally. The most relevant literature is described below. 
A 1998 survey of decision-making executives in Canada found that 73% of Canadian 
companies engage in business process outsourcing. All the executives that were surveyed 
agreed that business process outsourcing allowed their companies to focus on core 
competencies, and 89% believed that outsourcing would help their companies become more 
profitable, leading to an improvement in shareholder value. (PriceWaterhouseCoopers, 
1998). 
10 
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Elliot III and Torko write that companies are now using outsourcing pro-actively to achieve 
strategic advantages such as keener management focus on core businesses, long term 
flexibility, regular access to leading practices, new skills and culture, and an internal 
customer/supplier orientation. (Elliot III and Torko, 1996). 
Ciandella lists the following outsourcing drivers: focus on core business, better ability to 
react swiftly to market opportunities, lack of excess manpower in many corporate real estate 
departments (since many firms have downsized), and technology. In the same article 
McLaughlin, Senior Vice President of Colliers International observes that the reasons for 
outsourcing have changed with a shift from price to quality of service. (Ciandella, 1996). 
Romano (1996) quotes from the 1995 NACORE Delphi study that the desire to outsource is 
no longer driven primarily by cost savings, but by higher quality or faster delivery of 
service, and to gain expertise that is no longer available in-house. 
The Outsourcing Institute lists the following main reasons for outsourcing by its member 
companies: to improve company focus, to gain access to world class capabilities, to free up 
internal resources for other purposes, the resources not being available internally, to reduce 
or control operating expenditures, to accelerate re-engineering benefits, the function being 
difficult to manage or out of control, to make capital funds available, to share risks, and for 
cash infusion. (Outsourcing Institute, 1998). 
An American Management Association Report refers to the strategic benefit of accessing the 
skills of external service providers. It aptly describes strategic outsourcing as 
11 
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"snapping together competencies from one company to another, like Lego pieces". 
(Peak, 1995, p.46). 
Carter of Arthur Andersen, cites the following outsourcing drivers: freedom from 
.-...}-. .:...~-.-~.-~-~---.... -~ burdensome non-core activities (sticking to your knitting) and access to world class 
technology and skills, while reducing operating costs and management time on these 
activities. (Carter, 1995). 
Gibson (United Kingdom) observes that outsourcing is one of the ways in which 
organisations have been able to become smaller, while at the same time maintaining the 
range of expertise required. She considers that the benefit of having dedicated in-house 
teams to deal with specialist issues, such as property, are outweighed by the cost of running 
the team and the ability of that team to keep pace with developments in their field of 
expertise. (Gibson, 1995). 
'-~.- .::;j 
., The extensive outsourcing of real estate services by Sun Microsystems provides a good 
example of outsourcing for strategic business reasons. Dhollande, Director of Portfolio 
Management for the company, explains that Sun's outsourcing was not triggered by cost 
structures or downsizing, rather the company was growing at 20 - 30% annual rates and was 
already lean. The main reasons for outsourcing were to promote concentration on core 
business and the provision of flexibility. Dhollande states 
"As a company we strive to focus our energy and know-how on what we do best, ie. 
to be the driving force in network computing. Our real estate service partners strive 
to focus their energy into what they do best ........ We strongly believed that we 
could be better served by leveraging the experience, expertise, best practice and 
12 
investments accumulated by our partners in the context of a long term and stable 
relationship". (Dhollande, 1996, p.29). 
He also explains that the company's real estate service providers are intrinsically more 
adaptable to changes in staffing due to their larger pool of qualified real estate staff, and 
their ability to reallocate resources between different clients in synchronisation with those 
clients' workload cycles. He refers to the time, and the emotional and financial cost 
associated with in-house hiring and lay-off decisions. 
Quinn and Hilmer provide further comment on the value to be gained from strategic 
outsourcing. They consider that it is possible to leverage a company's skills and resources 
well beyond the levels available through other strategies by: 
• Concentrating the firm's own resources on a set of 'core competencies' where it can 
achieve pre-eminence and provide unique value for customers, and 
• Strategically outsourcing other activities, including many traditionally considered 
integral to any company, for which the firm has neither a critical strategic need nor 
special capabilities. 
They consider that significant benefits can be gained from successfully combining these two 
approaches. First, managers can maximise returns on internal resources by concentrating 
investments and energies on what the company does best. Second, well-developed core 
competencies provide formidable barriers against present and future competitors. Third, 
there is the benefit of utilising external suppliers' investments, innovations, and specialised 
professional capabilities that would be prohibitively expensive or even impossible to 
duplicate internally. Finally, in rapidly changing marketplaces and technological situations, 
this approach decreases risks, shortens cycle times, and creates better responsiveness to 
customer needs. (Quinn and Hilmer, 1994). 
13 
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The Identification and Selection of Service Providers 
The survey undertaken by Kimbler and Rutherford (1993) investigated both the 
identification and the selection of service providers. The study concluded that corporations 
in the USA prefer to work with providers they know and that they identify real estate service 
providers primarily through professional affiliations, recommendations from associates, 
networking, and direct contact by providers. The most important factors in selecting a 
service provider out of a list of 15 options were the quality of assigned employees, past 
experience and local expertise. 
A survey undertaken in Canada in 1998 concluded that Canadian executives believe the 
most important characteristics when selecting a service provider are a proven track record, 
specialisation in the process to be outsourced and the guarantee of specific service levels. 
(PriceWaterhouseCoopers, 1998). 
When Mead Corporation outsourced all real estate services associated with its extensive 
portfolio (located in 46 American States, Canada and Mexico) it narrowed the field down to 
two organisations, from whom it requested detailed proposals for a long term alliance. The 
organisations were identified and selected because they first had the structure, capability and 
technical expertise to accomplish the task, and second had a style and method of operation 
that was consistent with Mead's (ie. chemistry). The firm that was eventually awarded the 
contract was well known to Mead; it had worked on individual tasks for the company over 
the previous 25 years. (Gibbs, 1994). 
Russell, Director of Corporate Real Estate and Vice President of Eastman Kodak, describes 
the selection of a strategic alliance partner to provide real estate services for Kodak. Key 
factors were chemistry between the parties, trust and understanding, a willingness to be a 
14 
learning organisation, and technical and professional competency. Compatibility was 
considered a critical factor. (Stephens, 1994). 
The New York based Outsourcing Institute (1998) considers the following are the most 
important factors in the selection of a service provider: commitment to quality, price, 
references/reputation, flexible contract terms, scope of resources, additional value-added 
capability, cultural match, existing relationship, and location. 
The Success/Failure of Real Estate Outsourcing 
Bergsman (1994) correctly states that it is only after actual years of performance that the 
success of outsourcing can really be measured. It is also evident that, for some aspects of 
corporate real estate management, it is very difficult to quantify performance levels. Also, 
for some functions, there is simply insufficient benchmark data available to enable 
meaningful comparisons of performance to be made. (Ciandella 1996). Overall, the strongest 
evidence of the success of outsourcing real estate services may be its continued use and 
growth as a business strategy. 
One example of success is the outsourcing of virtually all of Chicago based 
telecommunication giant Ameritech's real estate operations, with little disruption to its core 
business. Versyer, Ameritech's Director of Architecture states 
"I'm tickled to death. I went from 150 people down to five. And at the same time, 
we've made innovative strides and improved quality". (DeMarco, 1997, p.27). 
Another example is the success of outsourcing Canada Post Corporation's facilities 
management. This is reported to have allowed the corporate real estate group to focus on 
what it does best (to be more strategic in its thinking and not be driven by tactical or crisis 
15 
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based issues), and to realise savings and improvements in quality of service. (Morency and 
Hunter, 1996). 
Ciandella observes that there is anecdotal evidence of some corporations taking real estate 
work back in-house. He also notes that many of outsourcing's shortcomings are not well 
documented because nobody wants to trumpet their failures. (Ciandella, 1996) . 
. -~.:-.:-.::;:-:~:.-~::-- .' • ....J 
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Elliot (1995) cites three reasons for the failure of property outsourcing: failure to define 
outcome, failure to measure outcome, and failure to manage outcome. 
A survey undertaken by the International Facility Management Association in 1993 reported 
that the most common disadvantage with outsourcing was that outsource workers were less 
in tune with company needs than direct employees (51 % ofresponses). Also included in the 
top four disadvantages were the time consuming bid process (44%), a slower response time 
to problems (35%), and a loss of control (31%). Approximately 10% of survey respondents 
had experienced no disadvantages with outsourcing. (Bergsman, 1995). 
The corporate real estate outsourcing survey undertaken by Kimbler and Rutherford, also in 
1993, identified a number of problems associated with real estate outsourcing. These can be 
summarised as three types of problems: 
• Inadequate understanding by service providers of the client's business and corporate 
culture. This extends to practical outputs such as reporting formats and an understanding 
of the time frames required for corporate approvals. 
• Failure, to deliver the promised service. This includes issues such as timeliness, 
accuracy, thoroughness, and independence of thought. It was also indicated that 
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-- ----! providers did not dedicate the level of experience to projects that may have been 
indicated in initial proposal presentations. 
• A breakdown in communications once a project is under way. 
The key to resolving user/provider problems was seen to be in the development of long term 
relationships built on mutual trust, professional integrity and sustained performance. 
(Kimbler and Rutherford, 1993). 
There is also extensive literature that discusses the factors that contribute most to successful 
outsourcing. The factors described in this literature can be grouped in three categories: 
• The initial definition of objectives, required outcomes and the process to be followed 
• The decision on what to outsource, and 
• Other factors of a more general nature. 
Wong, Scroggins, and Carter share similar views on the importance of careful preparation 
and definition of a clear process prior to outsourcing. 
Wong states that 
" A successful outsourcing process is neither simple nor easy" and "effective 
outsourcing requires more than an unprepared, clumsy application of a static 
unfamiliar service. It requires preparation, skilled handling and the process of 
learning and improvement." (Wong, 1995, p.33). 
Scroggins stresses the importance of a well defined outsourcing process. He states 
"Simply cutting back on internal resources and outsourcing the same old work in the 
same old way can end up costing more, not less" and "If corporate real estate 
processes ...... are not designed to link closely with business unit objectives (which 
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can change overnight) outsourcing can only make matters worse. But once there are 
good processes in place, and the corporate real estate department becomes adept at 
process management, there is no good reason why outsourcing certain functions and 
tasks cannot lead to cost savings and quality improvement". (Scroggins, 1994, p. 
25). 
~-"--.... ::-.;.:-:.:.~.~.~ 
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Dohner, Northern Telecom's (North America) Vice President of Real Estate also stresses the 
critical role of the outsourcing process. It is his opinion that the process is the single most 
important factor in achieving successful outsourcing. (Ciandella, 1996). 
Carter lists the following five keys to successful outsourcing: 
• Do not outsource processes that are vital to competitive advantage. 
• Analyse services before outsourcing ego quality and cost of in-house provision. 
• Structure relationships that can mature and evolve. 
• Create a realistic critical path and transition process to avoid conflicts. This should 
include human resource issues, the transfer of operations to the service provider and the 
ongoing interface between outsourced processes and other services that remain under 
internal management. Good communication is therefore vital. 
• Ensure there are clear performance measures. (Carter, 1995) . 
There has also been much discussion on the functions that should or should not be 
outsourced. The consensus of the commentators is that core or strategic competencies should 
be retained in-house. These are defined by Quinn and Hilmer as 
"the specific skills the company has or must have to create unique value for 
customers" and "the fundamentals of what the company can do better than anyone 
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else" and "the intellectual skills or management systems that actually create a 
maintainable competitive edge". (Quinn and Hilmer, 1994, pp.44 - 45). 
Elliot III and Torko (1996) also stress the importance of retaining in-house the core 
competencies that provide competitive advantage. 
These principles were applied by Sun Microsystems in its extensive outsourcing of real 
estate management services. Director of Portfolio Management, Dhollande, considers that 
when faced with outsourcing decisions, the key question is 'where does the blood supply 
come from: the marketplace or the company?' He states that where outsourcing works best 
"is in the areas where the best practices, key learnings and vital information 
originate primarily in the marketplace and can be transferred from other accounts. 
On the other hand, there are areas where processes and practices are more specific to 
the company than they are to the industry - and should remain that way, as they may 
be unique contributors to the company's competitive edge. When the idiosyncrasies 
of corporate culture determine success more than the technical challenges of the 
task, then the blood supply originates from within the company and an in-house 
solution is probably best". (Dhollande, 1996, p.33). 
There is also a large quantity of literature on success factors of a more general nature. The 
Outsourcing Institute lists the following success factors: understanding company goals and 
objectives, a strategic vision and plan, selecting the right vendor, ongoing management of 
the relationships, a properly structured contract, open communication with affected 
individuals/groups, senior executive support and involvement, careful attention to personnel 
issues, near term financial justification, and use of outside expertise. (Outsourcing Institute, 
1998). 
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Morency and Hunter (1996) describe factors that were considered critical to the success of 
the outsourcing of real estate services by Canada Post Corporation. They believe the success 
of outsourcing is linked to contractor selection, the contract development stage (which 
includes good communication, quick decision making, clear definition of terms, reporting 
levels and service level expectations), and benchmarking of quality and service levels. 
Vrancken (1995) lists five factors that are considered critical to the success of outsourcing: 
the cost of providing the service, quality of the service provided, the impact on corporate 
culture, measurement of results, and management of the service provider. 
Pease, a principal of Trammel Crow, lists six keys to successful outsourcing: having an in-
house real estate expert, acceptable provider personnel, trust, provision of routine services 
by the vendor, and time spent by the provider understanding the company. (Stephens, 1994) 
The Roles, Skills and Attributes that are Required 
As the outsourcing of corporate real estate functions increases in extent, the roles of the 
parties can be expected to change over time. This issue has been the subject of several 
research papers and journal articles. Despite the sweeping changes that are occurring, most 
commentators agree that there will continue to be an important role for an in-house expert as 
well as the external service provider. 
The literature refers to the need for the in-house expert to manage and monitor the 
outsourcing process and the quality of services provided. Obviously the requirements of this 
role differ in many ways from the traditional role of the corporate real estate manager. The 
role of the real estate service provider is also changing as different types of service, that 
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were previously retained in-house, are progressively outsourced. The literature also 
promotes the view that there is an increased blurring of these roles as organisations and their 
external service providers develop new, closer, mutually beneficial long term relationships, 
frequently referred to as alliances or partnerships. 
The importance and role of the in-house expert is described in literature by Handy (1989), 
Kimbler and Rutherford (1993), Bergsman (1994), Scroggins (1994), Ciandella (1996), Carn 
(1996), and Gibson (1995). The main issues are summarised below. 
Handy describes the outcome of the move to a knowledge based economy being not only a 
requirement for different people, but also for different organisations that recognise they 
cannot do everything themselves. He describes the need for a central group of talented and 
energetic people, a lot of specialist help and ancillary agencies. The most immediate effect is 
seen to be on the numbers; fewer people inside who are better qualified and more people 
outside who are contracted not employed. (Handy, 1989). 
Kimbler and Rutherford (1993) contend that it is important to clearly define the roles of the 
real estate manager and the service provider within the corporate environment, in order to 
solve some of the controversy surrounding outsourcing. A potential conflict is considered to 
exist as long as the corporate real estate manager believes his/her role and expertise is to 
conduct the details of the real estate affairs of the firm. The conflict does not exist if the 
manager has more of a strategic role managing the real estate process, deciding what 
services to provide in-house and which to outsource, and selecting and monitoring specialist 
service providers. 
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Kramer, former Vice President of Corporate Real Estate at Sun Microsystems, California 
notes 
"Outsourcing has to be done in a way that there is still in-house expertise to manage 
the outsourced functions" and "If you don't have an expert in-house to challenge the 
contractors who provide these services, you will get things done that are not 
.-.:.:.;~.---... "' 
necessary." (Bergsman, 1994, p.26) 
Scroggins explains that successful corporate real estate departments design and manage 
processes but do not have to perform all the technical tasks. Indeed, by freeing up time 
previously devoted to technical tasks, the corporate real estate department can better utilise 
its internal resources in a strategic way. Fewer people are needed to accomplish these non-
technical functions, which provides an opportunity to do 'more with less'. Nevertheless he 
observes that few highly skilled professionals can transfer or develop skills to effectively 
perform the non-technical functions. As a result, many professionals shift to the service 
provider side rather than give up the technical skills that have taken years to develop. 
(Scroggins, 1994). 
The above statement is consistent with the transfers of large numbers of real estate staff to 
the service provider in the outsourcing of real estate services at Canada Post Corporation, 
Volkswagen of America, Mead Corporation, LTV Steel, and Sun Microsystems. 
Miller, Executive Director of CB/Madison Advisory Group, Los Angeles states 
"If a corporation retains real estate staff, the real value is not in grinding out the best 
deal in the marketplace, it's paying attention to strategic factors, deciding on the 
process and monitoring its consistency". (Ciandella, 1996, pp. 67 - 68). 
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The 1995 NACORE Delphi Study addressed the changing roles of real estate executives and 
concluded that the co-ordination of outsourced functions together with new decision criteria 
for outsourcing (timeliness, enhanced quality of service and cost savings) will be a primary 
responsibility of the future corporate real estate executive. (Cam, 1996). 
Gibson also examined the changing role of real estate professionals in an award winning 
paper in the United Kingdom. She noted that downsizing has had an impact on the property 
adviser, especially those working within organisations as internal property professionals. In 
particular, the role of the property professional has become more management focussed. It is 
her opinion that to operate successfully in this new role property advisers must not fear 
loosening control of the day to day management of the property portfolio. It is at the 
strategic level that they will be able to make a more significant contribution to the 
organisation's ultimate success. She states 
"Changing work practices, especially the rise of outsourcing, are having a profound 
effect on the property adviser - both those who work inside organisations and those 
providing services" and "this leaves two very distinct roles requiring rather 
different skills" and " for both groups the greatest need for the next Millennium will 
be to acquire and improve the management skills necessary both to define and to 
deliver a quality property service". (Gibson, 1995, pp. 111- 112). 
Rogers notes a fundamental change occurring in the outsourcing of property/facilities 
management in New Zealand, from traditional service providers simply acting as an 
intermediary agent, with little or no risk, to higher risk providers operating to measurable 
outcomes and key performance indicators. (Rogers, 1998). 
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Closer relationships between corporations and their real estate service providers are 
becoming an increasing component of outsourcing arrangements in the USA, as evidenced 
by the relationship between Ameritech and its provider, ASC Services Company. Versyer, 
Ameritech's Director of Architecture states 
"We've given away more of an ownership responsibility than anyone else I know 
of'. 
The same relationship is described by Stoller, President of ASC Services Company 
"We are so far over on their side of an alliance that we act as if we are Ameritech". 
(DeMarco, 1997, p.27). 
Fuller of Mead Corporation similarly describes his company's relationship with its service 
provider 
"We'd like to think of this less as outsourcing than it is actually taking and putting 
the resources in the hands of a company whose mainline business is real estate and 
construction activity. We're thinking of this much more as an alliance than we are 
just an outsourcing of the activity". (Gibbs, 1994, p.68). 
Englert, Director of Property Management for Eastman Kodak in describing his company's 
relationship with its service provider notes that in a strategic alliance, corporations share 
resources, including people, equipment and support services. The lines become blurred and 
it is difficult to tell the difference between customer and client. (Bergsman, 1995). 
Sinderman describes the importance of a close relationship between the parties in an 
outsourcing relationship. He describes the strategic alliance as a forum in which the 
corporate client says 'Let me share my business objectives with you, and here is how real 
estate fits into the big picture'. In return, the provider is expected to look at how real estate 
fits in with the corporation's goals, and to view the services provided not only from the real 
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estate standpoint, but also from the perspective of achieving these goals. The strategic 
alliance is described as a relationship where the focus is on the relationship itself as opposed 
to transactions. It also entails much higher levels of both trust and investment between the 
parties involved. (Sinderman, 1994). 
The need for corporate real estate managers to develop new skills to be effective in the new 
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environment is discussed by Cam (1996). He notes that each aspect of corporate real estate 
is becoming more sophisticated and demanding. As a result it is now necessary to exercise 
the skills required of a strategic manager of the core business, as well as to continue to 
., ... -.,..,., ........ : 
maintain the technical and operational skills of a real estate manager. Cam also quotes the 
findings of the 1995 NACORE Delphi Study. This study concluded that the managerial and 
strategic components of the job are increasingly important. For success in the future, 
corporate real estate executives will need strategic vision, both for the core business and for 
the corporate real estate function, strong managerial ability, ability to communicate 
knowledge and needs to senior management, and a breadth of skills. 
Gibson comments further on this theme in her award winning paper 
"The devolving of the responsibility of management of property through 
outsourcing will require a new set of skills and knowledge which property 
professionals may not have needed in the past. It is therefore clear that the new 
Millennium will require a different sort of property professional; one who has 
management expertise, problem-solving ability and is able to be creative as well as 
technically competent". (Gibson, 1995, p.112). 
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CHAPTER THREE RESEARCH DESIGN, DATA COLLECTION AND 
ANALYSIS PROCESS 
3.1 Research Methodology 
The research methodology determines how the research should be designed ie. how the 
necessary information should be obtained. The methodology that has been adopted for this 
research project is primarily descriptive in nature, although preliminary exploratory research 
has also been undertaken. 
Descriptive research is used to provide an accurate snapshot of an aspect of the market 
environment; in this case corporate real estate outsourcing practice and trends. As this type 
of research investigates and describes a market situation, it frequently involves the 
development of primary research instruments such as surveys and questionnaires for the 
collection of data. 
Exploratory research is much more flexible and unstructured. It is used to gain insights into 
the general nature of an issue and tends to be qualitative rather than quantitative. It is 
therefore an appropriate means of undertaking preliminary research. Unstructured interviews 
are a typical method used for undertaking exploratory research. 
3.2 Data Collection Phases 
The specific methodology adopted for the collection of data consisted of three broad phases. 
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The initial phase entailed an extensive search of previous literature on corporate real estate 
outsourcing, both locally and internationally. The literature included research papers, journal 
articles and relevant texts. A specific aim of the literature search was to gain background 
information to assist the questionnaire design. The literature search also provided a means to 
identify international real estate outsourcing practice, trends and issues for testing in the 
New Zealand market situation. The main findings of the literature search are described in 
Chapter Two above. 
It is noted that very little research has been undertaken on corporate real estate and/or its 
outsourcing in New Zealand. Consequently, the majority of the literature is from the USA, 
where corporate real estate management is more advanced as a profession, and also from the 
United Kingdom and Canada. 
The second phase involved exploratory research in the form of five 'face to face' interviews 
with corporate real estate executives. These interviews enabled a more in-depth 
investigation of the executives' views on corporate real estate outsourcing as it applies to 
their respective companies. A general profile of the executives!companies that were 
interviewed is contained in Section 3.3, with the interview results being set out in Chapter 
Four, Section 4.1. 
The third research phase involved a survey questionnaire that was prepared and mailed to a 
wide range of businesses and organisations, for completion by the person primarily 
responsible for management of the organisation's real estate assets. This questionnaire was 
the main instrument used to obtain direct measurable information on the outsourcing 
practices of a broad spectrum of New Zealand companies and organisations. The survey 
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questionnaire sample and design are described in Sections 3.4 and 3.5, with the results being 
reported in Chapter Four, Sections 4.2 and 4.3. 
3.3 Preliminary Exploratory Research - Profile oflnterviewees 
Exploratory interviews were held with corporate real estate asset managers from five diverse 
organisations based in three major New Zealand cities. In each case the interviewee was the 
person having primary responsibility for management of the corporation's real estate assets. 
A range of topics was discussed with each manager, with a particular focus on real estate 
outsourcing, the reasons for it, its impact and its success. The interviews were recorded and 
subsequently transcribed. 
The organisations that were selected included a telecommunications company, an 
international airport company, a large government department, an international electronics 
company, and a state owned health enterprise. As well as representing a diverse range of 
'businesses', these organisations also cover four ownership categories; public company, 
private company, government department and state owned enterprise. Each of the 
organisations had been subject to corporate re-engineering within the previous five years. 
Further details of each organisation, and the impact of the changing business and market 
environment on their property portfolio, are attached as Appendix 1. 
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3.4 SUI'vey Questionnaire Sample 
It was determined that a questionnaire wou ld be the most appropriate technique to obtain 
accurate quantitative and qualitative oata primary data from a large sample of organisations, 
in a cost effect ive and timely manner. 
A total of 457 companies and orga nisations were selected (and 457 questionnaires mailed 
out) to ensure a wide representation of the entire 'corporate ' sector in New Zea land. The 
organisations included a sample of 150 large public and private companies; most 
government departments, state owned enterprises/agencies, territorial ami regional 
authori ties, amI electricity supply authorities/companies; together wit h a range of 
miscellaneous organisations that included not for profit organisations. 
A good response rate of 43% was achieved, with a total of 197 questionnaires being 
completed and returned in November/December 1998. The respondent orga nisations are 
classified by ownership category in Figure 1 and Table 1 below. 
Figure 1- Ownership Categories of Survey Respondents 
SOE! Agency 
19% 
Not for Profit 
5% 
TNRA 
28% 
29 
18% 
Public Co. 
17% 
Table 1: ResPlndenl Organisations Classified by Ownership CaleglIY 
Ownership Calegory Number Percentage 
Government Departments 25 13% 
State Owned Enterprises/Agencies 38 19% 
Territorial/Regional Authorities 55 28% 
Public Companies 34 17% 
Private Companies 36 18% 
Not for Profit Organisations 9 5% 
3.5 Survey Questionnaire Design 
,-r- -~ 
The questionnaire was formulated jointly with John Mcdonagh, Property Lecturer at Lincoln 
University. McDonagh is undertaking complementary research, focussing specifically on the 
evolutionary stages/levels of corporate real estate management that have been attained by 
New Zealand organisations. As both research projects required concurrent surveys of the 
same sample, it was considered prudent to prepare a single combined questionnaire in order 
to maximise the response rate. 
The survey questionnaire was developed, formatted, pre-tested and modified over a period 
of several months. The pre-testing helped ensure the questionnaire would be applicable to 
.;~. oJ •• ':.",,-' •• , '. ! 
respondents from very diverse organisations, ranging from major business corporations to 
public authorities and not for profit organisations. 
The questionnaire was structured in the following seven sections: 
• The corporate organisation 
• The real estate portfolio 
• Management of real estate assets 
• Individual responsibilities 
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• Communication 
• Information systems 
• Corporate real estate outsourcing 
The outsourcing section covered the extent of outsourcing, real estate functions that are 
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outsourced, reasons for outsourcing, the identification and selection of service providers, the 
success of outsourcing, and the skills and attributes that are required from service providers. 
The majority of questions were formatted as closed-response questions with extensive use of 
likert scales (a continuum). This form of questioning was favoured as it would be user-
friendly for respondents, who in this case would be required to answer a large number of 
questions. It would also permit meaningful comparative statistical analysis of the responses. 
In recognition of the diverse range of respondents, extensive use was also made of 
alternative response categories such as 'other', 'not applicable', and 'please comment'. A 
copy of the questionnaire is attached as Appendix 2. 
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3.6 Data Analysis Process 
The statistical analysis primarily involved the use of descriptive statistics derived from the 
information gathered in the survey questionnaire. Descriptive statistics are procedures used 
to summarise the data into a set of measurements that describe the characteristics of the data 
set. Descriptive statistics therefore do not of themselves present analysis or conclusive 
answers, rather they identify and report the main features of a data set for use in subsequent 
analysis. 
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As an initial step it was necessary to undertake preliminary preparation of the survey data 
and its conversion to a form suitable for statistical analysis. This included minor editing, 
coding, and statistical adjustment of data. It should be noted that the order of the data in 
some of the likert scales (continuum from 1 to 5) was reversed, to ensure consistency of 
analysis. For these questions, the analysed data will appear in opposite order to the order on 
the survey questionnaire form. 
Following editing and coding, the data were then tabulated in a range of extensive 
spreadsheets. The spreadsheets were used as a tool to calculate numerical summaries, which 
included measures of central tendency (mean, median and mode) and a measure of 
variability (standard deviation). Where helpful, the data have also been presented pictorially 
by graph. 
To enable additional testing and comparison, some of the data have also been separately 
grouped and analysed in the following sub-group categories: 
• All Groups (sample of 197) 
• Government Departments (sample of 25) 
• State Owned Enterprises/Agencies (sample of 38) 
• Territorial/Regional Authorities (sample of 55) 
• Public Companies (sample of 34) 
• Private Companies (sample of 36) 
• Not for Profit Organisations (sample of 9) 
• Major Portfolio Organisations (sample of 94) 
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To qualify for the major portfolio category the organisation had to either own in excess of 
100 properties, lease in excess of 100 properties, or own properties with a value in excess of 
$50 million. 
The grouping of data in the sub-group categories listed above enabled the results for each 
sub-group to be tested for consistency against the total sample (all groups). In particular, the 
analysis of the major portfolio group provided an indication of whether real estate 
outsourcing practice differs in organisations with major portfolios. The main results are 
summarised in Chapter Four, with more detailed data summaries attached as Appendix 3. 
The descriptive statistics derived from the questionnaire results, the findings of the literature 
review, and the results of the executive interviews were then reviewed, compared and 
contrasted. Conclusions were then drawn from these three sources of data in order to answer 
the six research questions/objectives. The conclusions are set out in Chapter Five below. 
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4.1 Preliminary Exploratory Research - Executive Interviews 
The five organisations selected for executive interviews cover a diverse range of corporate 
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real estate owners/lessees in New Zealand in terms of business type and the nature and 
geographic location of their real estate assets. Each organisation also holds an extensive 
portfolio of properties, either freehold or leasehold. They comprised a large 
telecommunications company, one of the largest government departments, an airport 
company, an international electronics company, and a state owned health enterprise. Further 
details on these companies are contained in Appendix 1. The organisations are not named 
for reasons of confidentiality. The main findings of the interviews are described below. 
Each organisation had been undergoing significant change or corporate re-engineering. The 
climate of change was seen by all the organisations to offer many challenges to the 
management of relatively inflexible property assets, where the principal objective was the 
effective contribution to core business. Each organisation viewed property as an asset that 
. --.' ... ~..;~ '.' .. -, needed to be managed actively if the optimum contribution to corporate goals was to be 
achieved. 
Two distinct forms of property unit structure were evident. Three of the organisations had a 
dedicated centralised real estate management unit. The other two relied heavily on external 
property specialists, who work closely with senior management on property matters of 
strategic importance. 
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All fi ve organisations regularly outsource property work, with the latter two outso urcing 
most real estate asset management services. All the executives generall y believed that an 
outsourcing trend was evident in the market and that this was expected to continue in the 
future. 
Vario us views were expressed, and insight ga ined, on the potential benefits alld 
disadvantages of outsourc ing property work. The following comments illustrate the views 
held by these executi ves U II rea l estate outsourcing and the main issues they believe are 
involved. 
The telecommunicat ion company executive described his company's experience with rea l 
estate outsourc ing as fo llows: 
f< We had some major challenges ullderstandillg how outsourcing added va lue rather Ihan 
jusl incremental costs. It would be fair 10 say that our early days simply just did that, 
without any value comillg ill . But as we have got a little more sophisticate(/, it is s tarting to 
change. Outsourcing is/raught with these sorts oJ dangers and inefficiencies, find its success 
is completely driven by the quality of partllership, competellce alld illtellectl/a/ capacity that 
your external provider brings ". 
The health enterprise executive described the need to access resources and skills that are not 
available within the organisation: 
"/ lIeeded to get mOlley Oll t of property to flllld Ollr plalls. So / slIppose by defallit / took it 
over. The Hoard was happy with that as IOllg as / was pllttillg lip the resllits. / dOIl 't thillk the 
CEO or Ih e Hoard had allY idea of how mllcil lime was lIeeded; that admillistration of lalld 
actually lOOk. 1/1. fact they become more alld more demanding un repurts, ulld insisted tllal 
my level of knowledge on every transaction tltal wellt through was high. So it was a personal 
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challellge. Olle of the turning poillts f or lIle was that, if I had taken it all myself; I jllst would 
/101 have had (he level of knowledge. YOll 're either a professional in properly or YOII 're not. 
Th ere are some massive issues. So J made the decision early on thaI I needed the best advice 
01/ property and there were Dilly two lvays of doing that, either take 011 a property manager 
or olltsollrce. I made a decision at tha t lilli e that tn gel a persoll of the right calibre J would 
have to pay a considerable slim of money. So it was cheaper for me to outsource. I would 
say the more professional alld difficult issues are defillitely olllsourced ". 
The.:.: goyt!rnmc.:.:nl department exccu ti ve expressed another view: 
"The outsourcing question. is being looked at because properly is a lion-core activity, and 
we ha ve asked ourselves what flOIl -core activities could be olltsollrced. Outsourcing is 
currently ill vogue alld is being looked at. Beillg the biggest portfolio ill terms of govemmelll 
property mallagement work, I tend to believe that olltsourcillg is IIOt a viable optioll ". 
The electronics company executive also referred to the non core nature of property : 
liThe bulk of any seriolls property requiremellts are dealt with by outsourcing, and we will 
go to appropriate people to ha ve major jobs done. It IS just not core bllsines~~ so we don 't 
wallt to be involved. It 's on all as needed basis". 
And the comments from the international airport executive included: 
"We have always relied heavily on external professional advice on legal matters, valuation 
matters and specific property issues. As part of our corporate philosophy we ha ve developed 
extremely strong relationships with the consultants tha t we ha ve IIsed over the years. And we 
take hoth care and pride ill. the rela tionships that we have. d eveloped with those people. We 
required a lot of illput FOIII COllslIltallts alld those people were very much ill tUlle with Ollr 
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business. I think it is fair to say that in the next few years we will probably see a very 
significant increase in the amount of work that is outsourced, and probably a refining of the 
management structure within the Company as a result". 
The executives also expressed the view that as a result of continued business restructuring 
and increased outsourcing, there would be a continuation of the numbers of property 
~. ' .... -~. '-~:-".' -". 
professionals becoming independent consultants in small practices in New Zealand. One 
executive held a strong opinion that the property profession could no longer stand alone, that 
property must be integrated with technology, information, capital and people. He firmly 
believed that property professionals must become general business professionals, albeit with 
expertise in property, if they were to be successful and to add value in the new corporate 
environment. 
4.2 Profile of Survey Questionnaire Respondents 
4.2.1 General Characteristics - All Groups 
The 'all groups' sample includes all the 197 survey respondents. Profiles of this total sample 
are set out below. Refer also to Table 1 for the distribution of the sample by ownership 
category. 
The tables below set out the distribution of the all groups sample by business sector, by staff 
size, and by the number of properties owned and leased. Additional information is provided 
on the respondents' preference to lease or own property and also the degree of corporate 
restructuring undertaken recently. 
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The distribution by business sector is based predominantly on the Statistics NZ industrial 
classifications, with minor modifications and amalgamation of categories to correspond with 
the characteristics of the sample. 
Tabll!: AlllrluDS Di.ibutiln by Businlss Slctlr 
Sector Number Percentage 
Primary Industry 8 4% 
Manufacturing 12 6% 
Energy 17 9% 
Wholesaling 6 3% 
Retailing 9 5% 
Transport 15 8% 
Communications 5 3% 
Finance/Insurance/Banking 15 8% 
Central Government Services 25 13% 
Territorial/Regional Government Services 53 27% 
Education 10 5% 
Health 13 7% 
Not for Profit Organisations 9 5% 
This table shows there is a wide representation of business sectors in the sample, with a 
heavy weighting in government services. 
Tab113: AlllrluDs Distribution by Stan Sizl 
Stan EmDloved Number of Percentage 
Organisations 
1-10 3 2% 
11-20 7 4% 
21-50 19 10% 
51-100 25 13% 
101-200 30 16% 
201-500 46 24% 
Over 500 62 32% 
With more than 50% of the respondent organisations having in excess of 200 staff, and 
approximately one third having more than 500 staff, the sample clearly contains many large 
organisations. 
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Table 4: All GrluPs DisUibuliln bl lumbers II PrlPerDes Iwned and leased 
Humber 01 No. of Responses No. of Responses 
Properties [Owned) (Leased) 
Nil 20 (10%) 10 (5%) 
1-5 35 (18%) 62 (34%) 
6-10 13 (7%) 26 (14%) 
11-20 16 (8%) 22 (12%) 
21-50 19 (10%) 20 (11%) 
51-100 24 (13%) 21 (11%) 
Over 100 64 (34%) 25 (13%) -, ~ --,,---> >~~--.-"':r·-r-· 
• .J.: .... ~-:_":...:._~_ .... "'-~ 
Preference to Lease or Own Property 
Survey respondents were asked to indicate, on a scale of 1 to 5, their preference to lease or 
own corporate real estate, 1 signifying a strong preference to lease, and 5 a strong preference 
to own. Out of a valid sample of 191 respondents, 27% (51) had a strong preference to lease 
while 25% (47) had a strong preference to own property. The mean was 3.11 and the 
standard deviation 1.52. An examination of the results indicates the strong preference to 
lease predominates for office based and service sector organisations. Those that have 
specialised operational real estate assets or investment property (eg. church trusts) tended to 
favour freehold ownership. 
Organisational Restructuring 
Respondents were asked to indicate whether their organisation had undergone restructuring 
in recent times. In this context 'restructuring' was defined as 'a complete and major change 
in total organisational structure, and/or legal status, and/or core business objectives'. 
Out of 196 valid responses, 39% (76) of organisations had undergone minor restructuring, 
and 53% (103) major restructuring, while only 8% (17) had not been restructured at all. This 
means that 91 % (179) of the sample organisations had undergone some form of restructuring 
I 
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recent ly. This is potential1y signifi cant in terms of the link indicated in overseas literature 
between corporate re-engineering and business process outsourcing. 
Figure 2 - Degree of Restructuring of Organisations 
(All groups) 
Major 
53% 
4.2.2 Real Estate Management - All Groups 
Minor 
Restructuring 
39% 
8% 
Survey respondents were asked a ,"nge of questions concerning their corporate real estate 
management resource. The results are summarised below. 
Out of 191 va lid responses, 63% (121) of organisations have a separate real estate unit or a 
person with this area as their sale respo nsi bility. 37% (70) of organisations have no person 
dedicated to tile management of their organisation's real estate assets. 
T he average number of real estate management staff across all the organisations (of 188 
valid responses) was 2.71, with a mode of zero and a standard deviat ion of 6.55. When the 
five organisations with the Jargest numbers of property staff were removed from the d,lta set, 
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the average fell to 1.88 and the standard deviation to 2.56. One organisation alone had 
seventy property staff which skewed these statistics. 
Clearly, New Zealand organisations do not employ large numbers of corporate real estate 
personnel. The 188 organisations that provided a valid response on this item only employ 
510 real estate management staff. This reduces to 343 when the five largest employers are 
. '';~'.~J_'.' ," ~'.'.' 
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removed from the data set. Approximately half the organisations have one or fewer 
dedicated property staff. 
Respondents were also asked to list any formal qualifications they hold that relate to the 
management of real estate assets, the respondent being the person in the organisation with 
ultimate responsibility for real estate asset management. The results are set out in Table 5 
below. 
Table 5: Real hllte ManagementllalilielUlns ., Slrvey ResPlndents 
Qualification level Number Percentage 
of Responses 
Nil 122 63% 
Technical 4 2% 
Property Degree 28 14% 
Property Post Graduate 2 1% 
Other Qualification related to Property 40 20% 
Total 196 100% 
This shows a surprisingly low number of respondents with formal property qualifications 
(17%). The 'other' category includes qualifications such as architecture and quantity 
surveying, which have a real estate or building structures component although they lack a 
land economics base. The reported results must however be qualified in two respects. 
Firstly, they only include the person having primary responsibility for the real estate assets, 
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not their st<lfr. (Nevertheless, 55% of the respo ndent org<l nisa tio ns only have one or fewer 
persons dedicated to real estate management). Secondl y, the resul ts may not include the 
acco untancy qualifications of persons such as financial controll ers who also have 
responsibility for real es tate assets. Notwit hstanding these comments an extremely low level 
of property related qualific<l tions is indicated. 
Real Estate Unit Restructuring 
The final group of questions in this sect ion covered the restructuring of the rea l estate unit 
(as opposed to restructuring of the entire organisation). 
Of the 121 organisations having a separate rea l es tate unit , 36% (44) had undergone minor 
restructuring recently, a furth er 36% (44) had undergone major restructuring, wh ile 28% had 
not been restructured at all. A total of 73% o f real estate un its had therefore been 
rest ruct ureu. Of the respo ndent organisations wit h a separate real estate unit/person, 41 % 
(50) had decreased their numbers of property staff, while 39% (47) had static staff levels, 
and only 20% (24) had experi enced an increase in property staff numbers. 
Figure 3 - Changes in Property Staff Levels 
(Alt groups) 
Increased 
20% -------,-----
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Decreased 
4t % 
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These statistics provide an important context for the outsourcing of corporate real estate 
management functions. In summary, 37% of the sample organisations have no person 
dedicated to real estate management. The average number of property staff per organisation 
is approximately two persons, and only 17% of persons holding the position of responsibility 
for corporate real estate management in these organisations has a direct property 
qualification (land economics based ie. property management, valuation or real estate). It is 
also noted that 73% of real estate units have been restructured recently and that 41 % have 
experienced a reduction in numbers of property staff. 
4.2.3 Comparison of All Groups with Sub-group Categories 
The statistics that have been calculated for the all groups sample have been repeated for each 
ownership sub-group category. 
Table 6 below provides a comparison of a selected range of data, with the main areas of 
difference also being summarised. Reference should also be made to the spreadsheet 
summaries in Appendix 3 for additional details. 
The generally large size of the organisations is indicated in the staffing levels. For all 
categories, except territorial/regional authorities and not for profit organisations, more than 
half the respondent organisations have in excess of 200 staff. 
There is a wide variation in the numbers of properties owned. Territorial authorities and not 
for profit organisations hold the most properties, probably reflecting their stocks of housing 
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and investment properties such as ground leases. All other groups show similar levels with 
approximately one third of respondents from each group holding more than 50 properties. 
Table 6: CamDarisaD II ClrDlnle Pralile Dala by Sub-graUD Caleglll 
Item All Gout. SOE! TAl Public Prillale Nollor Maior 
Groups Dept Agencv HA Co. Co. Profit Pordolio 
More than 
200 Staff 56% 64% 78% 25% 79% 58% 33% 61% 
More than 
500 Staff 32% 44% 51% 8% 55% 22% 22% 45% 
More than 50 
Properties Owned 47% 33% 33% 82% 29% 23% 78% 81% 
More than 50 
Properties Leased 24% 35% 6% 25% 39% 24% 26% 44% 
Strong Preference 
to Lease 27% 65% 26% 4% 35% 37% 11% 12% 
Strong Preference 
to Own 25% 10% 18% 35% 18% 29% 33% 34% 
Organisation 
Restructured 91% 84% 95% 95% 88% 94% 78% 94% 
Separate RE 
Unit/Person 63% 54% 62% 69% 66% 56% 78% 87% 
Mean Number of 
Property Staff 2.71 5.28 2.05 3.01 2.47 1.57 2.11 4.79 
One or Less 
Property Staff 55% 57% 64% 40% 58% 71% 44% 23% 
Property Staff 
Levels Reduced 41% 38% 52% 38% 48% 42% 0% 44% 
* Nil Property 
Qualification 63% 60% 66% 48% 65% 83% 44% 43% 
* Property 
Qualification 17% 4% 17% 26% 27% 8% 11% 31% 
* Other Related 
Qualification 20% 36% 18% 26% 9% 8% 44% 27% 
RE Unit 
Restructured 73% 77% 77% 79% 67% 63% 57% 76% 
* The holding of property qualifications refers only to the person having ultimate responsibility for real estate 
management in the particular organisation. 
State owned enterprises have the smallest numbers of leased properties, with only 6% of 
respondent organisations leasing more than 50 properties and 72% leasing ten or fewer 
properties. Government departments exhibit the strongest preference for leasing rather than 
owning real estate, with 65% of respondents indicating the strongest level of preference for 
leasing, on a scale of 1 to 5. Territorial authorities and not for profit organisations show the 
strongest levels of preference for freehold ownership, again probably reflecting the nature of 
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many of their real estate assets. The major portfolio category has a significantly greater 
preference for ownership rather than leasing. 
Consistently high levels of corporate restructuring are indicated within each sub-group 
category. With 91 % of all organisations (all groups) having been restructured, the range for 
I 
the sub-groups only varies from 78% to 95%. This reflects the widespread corporate 
restructuring that has occurred throughout all classes of business organisation in New 
Zealand. 
Reasonably consistent results are shown for the percentage of organisations having a 
separate real estate management unit or a person dedicated to this activity. The major 
portfolio sub-group has a much higher incidence (87%) than the all groups sample at 63%. 
Again, there are reasonably consistent numbers of property staff in all sub-group categories. 
When the five organisations with the largest property staff numbers are removed from the 
government department and major portfolio categories, their means reduce to 1.59 (from 
5.28) and 3.14 (from 4.79) respectively. This reflects the impact of a small number of 
organisations having large numbers of property staff, which skews the statistics. 
It is noted that approximately half the organisations have one or fewer dedicated property 
staff. Higher average staffing levels are also noted in the organisations holding major 
portfolios. 
Recent changes in staffing levels also show a predominant decline, with 41% of all 
organisations having reduced numbers of real estate management staff. The only exception 
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is the group of not for profit organisations, although it should be noted that this category 
only represents a small number of respondents. 
The numbers of respondents holding formal real estate management qualifications remains 
very low for all categories, the all groups level only being 17%. The highest numbers of 
respondents with property qualifications are in the territorial authority, public company and 
major portfolio groups with 26%, 27% and 31 % respectively. 
Finally, consistent results are also shown for the restructuring of real estate management 
units within organisations. Restructuring has occurred in 73% of all organisations, the ranges 
amongst the sub-groups varying from 57% to 79%. 
4.3 Survey Responses on Corporate Real Estate Management Outsourcing 
In this Section, the survey responses on outsourcing are examined, with more detailed 
summaries of the spreadsheet analyses being attached as Appendix 3. 
4.3.1 Extent of Outsourcing 
The answers to several survey questions provide an indication of the extent of corporate real 
estate outsourcing undertaken in New Zealand. The results are summarised in Table 7 
below. 
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Item All Glvt. SOE! TAl Public Private MllIlr Mallr 
GrluPs Dept Agencv II Co. C .. PrlHt Plmllil 
% with Real Estate 
Outsourcing 64% 71% 54% 60% 67% 69% 86% 73% 
Strategy 
Strategy 
In Writing? 36% 33% 19% 37% 53% 32% 33% 46% 
Outsourcing more 
than 5 years ago 43% 36% 56% 36% 44% 47% 38% 57% 
Outsourcing same 
as 5 years ago 50% 60% 38% 53% 50% 50% 50% 35% 
Outsourcing less 
than 5 years ago 7% 4% 6% 11 % 6% 3% 13% 7% 
Outsourcing 
Contracts of > 3 20% 16% 28% 22% 12% 17% 38% 26% 
Years Duration 
Ra nking of Use of 
Consultants as a 3/7 3/7 4/7 3/7 4/7 5/7 4/7 5/7 
Tool in Real 
Estate Decisions 
% that Use 
Consultants Often 
or Always 41 % 64% 42% 39% 42% 39% 0% 37% 
Approximately two thirds of respondents have stated that their organisation has a strategy 
for the outsourcing of real estate relateu tasks to external service providers. Ilowever for 
most sub-groups onl y one third of these strategies is sel out in writing. An exception is the 
public company sample that has 53% of outsourci ng strategies in writing. 
Figure 4 - Outsourcing More, Same, or Less than 5 years 
More 
43% 
ago 
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Approximately 50% of organisations are using real estate service providers to the same 
extent as they did five years previously. However, more than a third of the respondents from 
each sub-group are using external providers more than they did five years ago (43% for all 
groups and 57% for the major portfolio group). The numbers of organisations that are using 
external providers less than they did five years ago is fewer than 10% for the majority of 
sub-groups (7% for the total sample). It is interesting to note that the Kimbler and 
Rutherford survey in the USA (1993) received responses of 42.2% (same use), 53.3% (more 
use of external service providers), and 4.4% (less use). 
A question was included in the questionnaire to identify the number of organisations that 
have real estate outsourcing contracts with durations in excess of three years. The main 
reason for including this question was to gain an indication of the extent to which long term 
strategic alliances or partnering arrangements are being entered into. A low response has 
been indicated (20% for the all group category) which suggests there is significant further 
scope for the development of long term outsourcing arrangements for real estate functions in 
the New Zealand market. 
It is noted that several banks and at least one major government department have recently 
entered into long term contracts for the outsourcing of a comprehensive range of real estate 
management services. In line with overseas trends, it is expected that this practice will 
increase in the future. 
The final question in this Section shows the frequency of use of independent consultants for 
real estate decision making. Ranked amongst seven methods for making real estate 
decisions, the use of external consultants scored on average third place out of the seven 
options. Some 41 % of respondents indicated that they use independent consultants for real 
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estate decision maki ng either ' often' or ' always'. Only 5% of the total sa mple never use 
external consultants for this purpose. 
4.3.2 Real Estate Functions being Outsourccd 
Tab le 8 and Figure 5 below indicate the frequency w ith w hich various real estate functions 
(13) are typically outsourced for all groups of respondents. A likert scale of 1 to 4 was used 
in the questionnaire to cover frequencies of ' never ', 'someti mes', 'frequent ly ' and '-a lways ' . 
A ' not applicable ' option was also provided. Table 8 shows the average re' pullses for each 
item on the sl.:aie of 1 to 4. These have also been converted to a percentage along the scale 
for case of interpretatio n (ie. from ' never'- 0%, to 'a lways ' - 100%). T he results are self-
explanatory. 
-- -- -- --
Figur e 5 - COl1l>arative Frequency of Outsourcing Various 
Real Estate Services 
Always 
-
Frequently -
- - ~ 
- -Sorretirres 
r n 
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Table 8: Frequency of lutslurcing Real ESllle FUncUens - All Groups 
Real Estate Mean Mean Median Mode Standard 
Function [1 to 4) Asa% 11l04) [1(04) DeVialion 
Real Estate Valuations 3.52 84% 4 4 0.75 
Building Design 2.97 66% 3 4 1.05 
Construction/ 
Fitout Management 2.78 59% 3 2 0.99 
RM Act/Town Planning 2.52 51% 2 2 0.98 
Surplus Property/Lease 
Disposal 2.43 48% 2 2 0.97 
Space Layout Planning 2.39 46% 2 2 1.04 
Building Act/Health & 
Safety Compliance 2.37 46% 2 2 1.04 
Procurement of Sites/ 
Premises 2.29 43% 2 2 1.01 
Feasibility Studies/ 
Market Analysis 2.24 41% 2 2 0.84 
Facilities Management/ 
Maintenance 2.12 37% 2 2 1.02 
Selection of Sites/Premises 2.00 33% 2 2 0.90 
Property/Lease 
Administration 1.75 25% 2 1 0.90 
Real Estate Strategic 
Planning 1.61 20% 1 1 0.82 
Note. Likert scale (continuum) used With range of 1 to 4 (1 never, 4 always) 
"."o" ___ -. __ .~_~ The frequency of outsourcing of the various functions shows general similarities with that 
observed by Kimbler and Rutherford in the USA (1993), although the specified functions 
differ slightly. 
It is noted that some of the functions are outsourced very infrequently in New Zealand. 
There would appear to be scope for increased outsourcing of many of these functions in line 
with overseas trends. 
The ranking of frequency of outsourcing of the functions has also been compared across the 
sub-groups. The results are shown in Table 9 below. 
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Table 9: Clmparisln If Ranlings - Frequencv If Ise If RE lutslurcing bv FUnctiln 
Real Estate All GoVl SOE! TAl Public Private Nollor Maior 
Function Groups Dept Agencr RA Co. Co. Profit Pontolio 
Real Estate 
Valuations 1 1 1 1 1 1 1 1 
Building Design 2 5 2 2 2 2 2 2 
Construction/Fit 
out Management 3 2 3 3 3 3 5 3 
RMAct/Town 
Planning 4 3 4 6 5 5 3 4 
Surplus Property/ 
Lease Disposal 5 7 6 5 4 7 7 6 
Space Layout 
Planning 6 4 5 8 8 4 6 7 
Building Act! 
Health & Safety 7 8 10 4 6 6 4 5 
Compliance 
Procurement of 
Sites/ Premises 8 6 7 10 7 8 8 10 
Feasibility Studies/ 
Market Analysis 9 9 8 7 10 9 9 8 
Facilities 
Management! 10 11 9 9 9 11 12 9 
Maintenance 
Selection of Sites/ 
Premises 11 10 11 11 11 10 10 11 
Property/ Lease 
Administration 12 12 12 13 12 12 11 12 
Real Estate 
Strategic Planning 13 13 13 12 13 13 13 13 
Although there are variations amongst the sub-groups, the outsourcing frequency trends are 
reasonably well defined. Real estate valuations, building design, and construction/fitout 
management are clear leaders as candidates for outsourcing. Real estate strategic planning, 
:j::~.!-~:,,' ~ ----:-"" ....... --; 
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. -~:: :-,-:. ': . property/lease administration and site selection are outsourced very infrequently. It is rather 
surprising that facilities management/maintenance is ranked in tenth place as this has been a 
strong candidate for outsourcing overseas. Outsourcing of facilities management is on the 
rise in New Zealand and these results would suggest there is good potential for the further 
development of outsourcing of this function. 
51 
4.3.3 Reasons for Outsourcing 
Respondents were asked to rank the five main reasons for choosing to outsource real estate 
services. The responses were well defined as evidenced in Tables 10 and 11. The arithmetic 
means in Table 10 have been derived from responses from 1 to 5, with 5 being the ranking 
for the most important reason, and 1 being the least important. Weighted averages have also 
been calculated using the sum of all the response rankings and the sum of the individual 
rankings. 
Table 11: Reaslns 'er Duts,urcing Rell ESlale Services - All BrluDs 
Reason Mean Weighted Median Mode 01 Standard 
01 Average 01 Responses Deviation 
Responses % 01 Resp. Responses 
To access skills, 
technology, and best 
practice not available in the 3.53 26% 4 5 1.59 
organisation 
As the service is not core 
business 2.30 17% 2 1 1.62 
To gain a better quality of 
service 2.28 17% 2 1 1.45 
To obtain a more 
independent service 2.07 16% 2 1 1.59 
To reduce the cost of the 
service 1.67 12% 1 1 1.47 
To provide greater flexibility 
in staff resources 1.47 11% 1 0 1.47 
Other 1% 
These results clearly indicate that the main reason for corporate real estate management 
outsourcing in New Zealand is to access skills, technology and best practice that is not 
available within the organisation. This is understandable given the very low numbers of real 
estate staff in most organisations, and the fact that many are not formally qualified in any 
real estate management discipline. 
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Table 11: Reaslns far Real Estate OutsDurcing - Cllliarisin by Sub-graUI Categlries 
Reason All Govt SOEI TAl Public Private Nolfor Major 
Groups Dept ADeucv RA Co. Co. Profit Portfolio 
% % % % % % % % 
Skills/ Technology 26% 27% 27% 25% 26% 27% 25% 25% 
Not Core Business 17% 19% 16% 16% 22% 15% 20% 16% 
Quality of Service 17% 18% 19% 15% 16% 17% 26% 17% 
Independent 
Service 16% 15% 13% 17% 15% 16% 13% 16% 
: >:...:.:,~.:!:,:-,.,:.~ 
:--'.:----:...<'.'- .-"::.-' 
Cost Reduction 12% 10% 13% 12% 15% 12% 11% 13% 
Flexibility in 
Staffing 11% 8% 10% 15% 6% 13% 5% 12% 
Other 1% 3% 2% 0% 0% 0% 0% 1% 
Note. The percentages quoted are a weighted average percentage of responses 
The high level of response for 'the servIce not being core business' also supports the 
contention that corporate re-engineering and refocusing on core business activities lead to 
increased outsourcing. Notwithstanding this statement, a number of correlation coefficients 
were calculated to test the direct correlation between business restructuring and an increase 
in outsourcing but the results proved inconclusive. 
It is also interesting to see that cost reduction is not the driving force behind outsourcing. 
This is consistent with the overseas trend noted in the literature review, of a progressive 
move from outsourcing for cost reduction purposes, to outsourcing with the overall aim of 
gaining a strategic business advantage. 
4.3.4 Identification and Selection of Service Providers 
Consistent results were obtained across all sub-group categories for the methods used to 
identify real estate service providers. Respondents were asked to select the three methods 
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most commonly used by their organisation to identify real estate service providers. The 
results for the all groups sample of 190 valid responses are set out in Table 12. 
Table 12: Identificalion of Service Providers - AlllrluPs 
Method Responses %01 
Organisations 
Networkingl Personal Contact 155 82% 
Recommendation from an Associate 109 57% 
Professional Affiliations 92 48% 
Direct Approach by Service Provider 74 39% 
Advertising (eg. request for proposal) 65 34% 
Real Estate Publications 10 5% 
Other 15 SOlo 
In the survey undertaken by Kimbler and Rutherford in the USA (1993) 'professional 
affiliations', 'recommendation from an associate', and 'networking' all received similar 
scores, as the primary methods, and were closely followed by 'the provider's direct contact'. 
Thirteen criteria have been scored by respondents in terms of their importance in the 
selection of real estate service providers. A likert scale was used, ranging from 1 - not 
important through to 5 - extremely important. The results for the all groups sample are 
shown in Table 13 and Figure 6 below. 
Table13: IIOPlnance If Criteria in Selecliln If Real Estate Service ProViders - AlIII'IDPS 
Selection Criteria Mean Mean Median Mode Standard 
(1 to 51 Asa% (1 to 51 (1 to 51 Deviation 
Quality of Assigned Employees 4.35 84% 4 5 0.73 
Relevant Past Experience 4.26 82% 4 4 0.77 
Local Expertise 3.94 74% 4 4 0.91 
Reputationl References 3.92 73% 4 4 0.88 
Existing Relationship with Provider 3.67 67% 4 4 1.00 
Independence of Service 3.53 63% 4 4 1.05 
Quality of Proposal! Presentation 3.43 61% 4 4 0.91 
Price 3.42 61% 3 3 0.88 
Project Methodology 3.39 60% 3 4 0.93 
Overall 'Chemistry' 3.18 55% 3 4 1.14 
Breadth of Services Available 3.07 52% 3 3 1.01 
National Capability 2.53 38% 3 3 1.18 
Size of Company 2.44 36% 2 3 0.98 
Note. Likert scale (contmuum) used with range of 1 to 5 (1 not Important, 5 extremely Important) 
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Figure 6 - Relative Importance of Criteria Used in Selecting Service 
Providers 
Extrerre~ """ortant 
,-
r 
r 
r 
r 
M>derate~ """ortant 
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Only minor variations in order are evident when the data are analysed on the basis of the 
ownership sub-groups. It is a lso noted that the top four criteria selected are the same as fur 
the Kimbler alld Rutherford survey undertaken in the USA in 1993. 
These results provide cl ear guida nce for real estate service providers on the factors that are 
important for success in securing QutsoliTced corporate rerd est;)t e work in N ew Zealand . It is 
interest ing to see that price is cl early considered less important than the quality factors. Al so 
the fact that breadth of services, national capability and company s ize received the lowest 
ra nkings indi cates that there shu uld lie good prospects for small sca le, hi ghl y skilled rcal 
estate service providers in the New Zea land market. 
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4.3.5 Success/Failure of Outsourcing 
Respondents were asked to rank the success of past outsourcing of real estate services by 
their organisation on a scale of 1 to 5, and also to indicate whether any previously 
outsourced services had been withdrawn and were now being performed internally. 
On a scale of 1 - unsuccessful, through to 5 - very successful, a mean of 3.73 was observed 
from 147 valid responses. The median and mode were both 4, indicating predominantly 
successful outsourcing. Some 16% of respondents indicated the outsourcing had been very 
successful. No respondents selected the lowest ranking of 1 - unsuccessful. 
Many comments were received on the past successes of real estate outsourcing. Sample 
comments included: 
"It frees internal staff to concentrate on core business and brings professional knowledge to 
.-- --0---' • '-;. -'-~ 
decisions" . 
"There is no need to retain staff to provide the service; the industry sector IS well 
experienced and competitive". 
"Employees and management can focus on core business without distraction". 
"It allows staff to concentrate on big picture items". 
"It removes the internal hassle, better use of staff resources and independent service". 
"Ability to add value to business decisions through skills not available in the organisation". 
A total of 12% of all organisations had withdrawn services that had previously been 
outsourced, with a higher level of 19% for the major portfolio. Examples of services that had 
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been withdrawn included project management, negotiations, management of disposals, site 
identification, planning, policy development, and property administration. 
Sample comments on the failures of outsourcing included: 
"Loss of knowledge of assets". 
"Complacency over time by service provider". 
"Forget who client is, inflexible or not understanding internal pressures". 
"Lack of understanding of core business drivers by service provider" 
"Can become a captive client". 
"Client role only - not committed to the future of the organisation". 
"Insufficient resource remaining to complete day to day tasks properly". 
"Lack of project management follow through". 
"Ill-defined brief and costly, unnecessary work". 
Survey respondents were also asked to indicate the importance of various factors to the 
successful outsourcing of real estate management services. A likert scale was used, ranging 
from 1 - not important through to 5 - extremely important. The results for the all groups 
sample are shown in Table 14 below. 
The results are self-explanatory. Once again, quality factors and personal performance are 
ranked highest, together with an understanding of the client's business. Cost savings and fee 
issues are placed well below the quality factors. It is noted that the transition of services and 
a well developed service level agreement achieved relatively low rankings in comparison to 
the findings of overseas research. This is probably because there have only been a limited 
number of large scale outsourcing contracts in New Zealand for which these factors would 
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assume greater importance. Acceptance by staff, and performance based fee structures are 
clearly considered to be of only moderate importance. 
Table 14: FaCllrs thai ClnUibulel1 SucceSSfullulSlurcing If HE Services - All GrluPs 
Factor Mean Mean Median Mode Siandard 
[11051 Asa% [11051 [11051 Devialion 
Quality of Service Provided 4.56 89% 5 5 0.57 
Quality of Personnel Assigned 4.33 83% 4 4 0.62 
Responsiveness of Provider 4.26 82% 4 4 0.66 
Provider's Understanding of the 
Organisation's Business 4.24 81% 4 5 0.82 
Communication/Interface 
Between the Parties 4.14 79% 4 4 0.71 
Clarity of Objectives 4.14 79% 4 4 0.81 
Retention of Control 3.92 73% 4 4 0.90 
Prior Analysis of Costs 3.76 69% 4 4 0.87 
Well Developed Service 
Level Agreement 3.76 69% 4 4 0.86 
Cost Savings Achieved 3.73 68% 4 4 0.88 
Effective Performance 
Measurement Tools 3.71 68% 4 4 0.88 
Well planned Transition 
of Services 3.59 65% 4 4 0.93 
Performance Based Fee Structures 3.33 58% 3 4 1.00 
Acceptance by Staff 3.09 52% 3 3 1.13 
Note. Likert scale (contmuum) used with range of 1 to 5 (1 not Important, 5 extremely Important) 
4.3.6 Skills and Attributes that are Required 
Respondents were asked to indicate the importance of defined skills and attributes for 
individual personnel/consultants providing real estate services to their organisation. A likert 
scale of 1 to 5 was used, with 5 representing the greatest level of importance. The results are 
set out in Tables 15 (skills) and 16 (attributes). 
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Table 15: ImPlnance II Skills - All Groups 
Skill Area Mean Mean Median Mode Siandard 
(11051 Asa% (11051 (11051 Deviation 
Depth of Experience in Property 4.21 80% 4 4 0.71 
Market Knowledge 4.15 79% 4 5 0.92 
Understanding of Client Organisation 3.99 75% 4 4 0.81 
Negotiation Skills 3.77 69% 4 4 1.01 
Market Analysis Skills 3.68 67% 4 4 1.02 
Breadth of Skills 3.64 66% 4 4 0.84 
Presentation Skills 3.55 64% 4 4 0.88 
Knowledge of Business 
.~-:--:. -::--:'·:..-::.:' ..... ~~:&1 Management Principles 3.41 60% 4 4 0.92 
"--.c_~ .. -o_~~~:-... a_' 
Strategic Management Skills 3.23 56% 3 3 1.05 
Formal Property Qualifications 3.1 52% 3 3 0.98 
Investment Analysis Skills 2.96 49% 3 3 1.20 
Note. Likert scale (continuum) used with range of 1 to 5 (1 not Important, 15 extremely Important) 
Clearly, corporate organisations require their external service providers to have extensive 
property experience and market knowledge from which they can benefit. The high ranking 
of understanding of the client organisation is consistent with the importance of this factor in 
the success of outsourcing as described in Section 4.3.5. The relatively low ranking of 
investment analysis skills may reflect the nature of corporate real estate in comparison with 
investment real estate. Also, the low ranking of formal property qualifications may reflect 
-~-=-~---, ...... , the fact that qualifications alone do not guarantee (and certainly are no substitute for) 
demonstrable skills and experience. 
Table 16: ImPDnance II Allributes - All GriUPS 
Personal Anribute Mean Mean Median Mode Siandard 
(11051 Asa% (1105) (11051 Deviation 
AccuracyfThoroughness 4.35 84% 4 5 0.71 
Confidentiality 4.35 84% 5 5 0.93 
Timeliness/Responsiveness 4.31 83% 4 5 0.74 
Sound Judgement 4.24 81% 4 4 0.72 
Positive Attitude/Commitment 4.11 78% 4 4 0.85 
Overall Professionalism 4.09 77% 4 4 0.80 
Communication Skills 4.02 76% 4 4 0.82 
Problem Solving Ability 3.90 72% 4 4 0.95 
Lateral Thinking/Creativity 3.82 71% 4 4 0.91 
Adaptability 3.74 69% 4 4 0.86 
Ability to Work in Teams 3.33 58% 3 3 1.12 
Note: Likert scale (continuum) used with range of 1 to 5 (1 Important, 5 extremely Important) 
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Most of these attributes received a very high ranking, with one respondent stating that "all 
attributes are very very important". Nevertheless the lower ranking of 'ability to work in 
teams' suggests that most of the real estate work that is outsourced relies on individual 
rather than team effort for successful completion. Another survey question required 
respondents to indicate the degree to which teams of internal and external staff are formed to 
.-.-.!"-' ..... ----: 
resolve real estate related problems. This received only an average level of response . 
..>:.: - - _.~ ..:;_,~ 1--. 
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CHAPTER FIVE CONCLUSIONS AND RECOMMENDATIONS 
5.1 Overview of the Study and the Research Process 
The outsourcing of non-core business processes has mushroomed on a world-wide basis as 
organisations seek strategic business advantages in an increasingly competitive market 
environment. In line with this trend, there has been a dramatic increase in the number of 
organisations for whom the outsourcing of real estate management functions has become a 
viable option. This study examines current practice, trends and issues associated with the 
outsourcing of corporate real estate asset management functions in New Zealand. 
The research process that has been undertaken involved the following four mam 
components. 
• An extensive search of literature was undertaken, both nationally and internationally, 
that included research papers, journal articles and relevant texts. The results of this 
literature review are described in Chapter Two above. It is noted that most of the 
literature originated in the United States with additional material obtained from the 
United Kingdom, Canada and New Zealand. 
• Direct personal interviews were held separately with corporate real estate executives 
from five diverse organisations. These interviews were exploratory in nature and they 
enabled greater insight to be gained on the topic. 
• A survey questionnaire was prepared and mailed to 457 organisations in November 
1998. The survey participants included government departments, state owned 
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enterprises/agencies, territorial and regional authorities, a sample of 150 large public and 
private companies, and a range of miscellaneous organisations that included 'not for 
profit' organisations. A total of 197 valid responses were received, giving an overall 
response rate of 43%. 
• Statistical analyses of the questionnaire results were undertaken with the main findings 
being tabulated in Chapter Four above. 
5.2 Answers to Research Questions 
The research objectives have been achieved, and the data that have been collected have 
enabled all the research questions to be answered as follows: 
1. There is a clearly identifiable trend of increased outsourcing of corporate real estate 
asset management in New Zealand. 
Comment 
A total of 43% of organisations surveyed (sample of 197) are using external real 
estate service providers more than they did five years ago. This is consistent with 
overseas trends and is expected to continue. The outsourcing of non-core activities 
such as real estate management is increasingly viewed as a valid long term business 
strategy. Furthermore, following extensive business restructuring, there are very 
limited numbers of qualified real estate personnel employed by New Zealand 
organisations. In this context, the continued outsourcing of real estate functions is 
likely, at least in the medium term. 
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2. The survey results indicate that the mam real estate functions that are being 
outsourced in New Zealand are: real estate valuations, building design, and 
construction/fitout management. These functions are outsourced frequently by most 
organisations. The next group of functions, in decreasing order of frequency of 
being outsourced, are: Resource Management Act/town planning, surplus 
property/lease disposal, Building Actlhealth and safety compliance, procurement of 
sites/premises, feasibility studies/market analysis, and facilities 
management/maintenance. The final group of functions, that are outsourced very 
infrequently, are selection of sites/premises, property/lease administration, and real 
estate strategic planning. 
Comment 
It appears that the outsourcing of real estate services m New Zealand is less 
advanced than in the United States. There are relatively few long term real estate 
'""'~--".'-~-- - ~. - ; 
outsourcing contracts in new Zealand. It is anticipated that the overseas trend will 
progressively be followed and that, as the market matures, there will be an increase 
both in the range of functions that are outsourced and in the length of term of the 
outsourcing contracts. 
3. The survey responses indicate that the main reasons for the outsourcing of real 
estate functions in New Zealand are: 
• To access skills, technology and best practice not available within the 
organisation 
• As the service is not a core business of the organisation, and 
• To gain a better quality of service 
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Secondary reasons for outsourcing are: to obtain a more independent service, to 
reduce the cost of the service and to provide greater flexibility in staff resources. 
Comment 
These reasons for outsourcing are consistent with overseas trends, where cost 
reduction is no longer the main driver behind outsourcing. As a result of widespread 
corporate restructuring, organisations are focussing more and more on core business 
and choosing to outsource their non-core business processes including real estate 
management. In New Zealand there are very limited numbers of qualified real estate 
~ _'~-I- ":'_'~ 
management professionals employed by corporate organisations. A large number of 
organisations have no dedicated real estate staff and for those that do, many of the 
staff are not formally qualified in real estate management. It is therefore 
understandable that a prime reason for outsourcing is to access skills and resources 
that are not available internally within the organisation. 
4. New Zealand organisations identify real estate service providers primarily through 
networking/personal contact, recommendation from an associate and professional 
affiliations. Direct approach by the service provider is next in frequency, followed 
by advertising. Real estate publications are used very infrequently for this purpose. 
The survey responses also indicate that the main criteria used by New Zealand 
organisations to select real estate service providers are: the quality of assigned 
employees, relevant past experience, local expertise, and reputation/references. 
These are followed by having an existing relationship with the provider, 
independence of service, the quality of the proposal/presentation, price, and project 
methodology. The criteria having the least influence are: overall chemistry, the 
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breadth of service available, national capability and the size of the service provider's 
company. 
Comment 
Price is clearly less important than the quality factors. Nevertheless, price is likely to 
assume greater importance in the award of outsourcing contracts once potential 
service providers have met the other quality-based requirements. Price is also more 
likely to be a deciding factor in formal bidding processes that may involve decisions 
at executive or board level. 
Also, the fact that breadth of services, national capability and company size 
received the lowest rankings suggests there should be good prospects for small 
scale, highly skilled real estate service providers in the New Zealand market. 
5. The outsourcing of corporate real estate management appears to be generally 
successful in New Zealand. The main benefits/successes appear to be the freeing of 
internal staff to concentrate on core business, and the injection of skills and market 
knowledge that are not available internally within corporate organisations. 
The survey respondents have indicated that the following factors are the most 
important for the successful outsourcing of real estate services in New Zealand: the 
quality of the service provided, the quality of the personnel assigned by the service 
provider, the responsiveness of the service provider, the provider's understanding of 
the client organisation, the degree of communication/interface between the parties, 
and the clarity of objectives prior to outsourcing. The remaining factors, in 
decreasing order of importance are: retention of ultimate control by the client, full 
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analysis of costs prior to outsourcing, a well developed service level agreement, the 
cost savings achieved, effective performance measurement tools, a well planned 
transition of services, performance based fee structures, and the acceptance of 
outsourcing by the organisation's staff. 
Comment 
Once again, the quality factors and personal performance are ranked the highest, 
together with the importance of understanding the client's business. Price and cost 
issues are placed well below these quality factors. 
It is noted that the transition of serVIces and a well-developed service level 
agreement achieved relatively low rankings In comparison to the findings of 
overseas research. This is probably because there have only been a limited number 
of large scale outsourcing contracts in New Zealand for which these factors would 
assume greater importance. Acceptance by staff and performance based fee 
structures are clearly considered to be of only moderate importance . 
. _--,---_:. 
6. Although there is a strong trend of increased outsourcing of real estate management 
services there is a continued need and role for an 'in-house expert' to manage and 
monitor the outsourcing process and the quality of services provided. 
As the level of outsourcing increases and outsourcing arrangements mature, it is also 
expected that in many applications there will be a progressive move towards longer 
term contracts, the development of closer, mutually beneficial links between the 
parties, and the emergence of a variety of alliances and partnership arrangements. 
Within this context, the roles of the internal expert and the service provider can be 
66 
expected to change from their traditional roles, as new responsibilities and skills 
become necessary. 
The survey responses indicate that organisations require real estate service providers 
to have the following skills: a depth of experience in property, market knowledge, 
an understanding of the client's organisation, negotiation skills and market analysis 
skills. These are followed, in decreasing order of importance, by a breadth of skills, 
presentation skills, knowledge of business management principles, strategic 
management skills, formal property qualifications, and investment analysis skills. 
~.- -~-.- -----.:~.-. 
The personal attributes that are considered most important for service provider 
personnel are: accuracy/thoroughness, confidentiality, timeliness/responsiveness, 
and sound judgement. These are closely followed, in decreasing order of 
importance, by a positive attitude/commitment, overall professionalism, 
communications, problem solving ability, lateral thinking/creativity, adaptability, 
and lastly, the ability to work in teams. 
5.3 Further Research 
Several areas have been identified for further research arising from the findings of this 
paper. These are: 
1. A more in-depth investigation of the skills and competencies that are required in the 
field of corporate real estate management, and an assessment of whether these are 
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2. 
3. 
being adequately provided by tertiary institutions in New Zealand, at both under 
graduate and post graduate levels. 
Undertaking in-depth case studies of some of the more significant corporate real 
estate outsourcing assignments that are emerging in New Zealand. Examples include 
the major outsourcing projects being undertaken by several banks and at least one 
government department. The studies could include an examination of the 
outsourcing process undertaken and the level of success to date. 
An investigation of benchmarks and performance indicators that have been, or could 
be developed for corporate real estate management in New Zealand, particularly 
with a view to their use as performance measurement tools in real estate 
outsourcing. 
4. Undertaking a similar survey in several years time, to determine whether there have 
been changes in corporate real estate outsourcing practice and trends during the 
intervening period. 
5.4 Recommendations 
The study has shown that the outsourcing of corporate real estate asset management in New 
Zealand is reasonably well established but opportunities exist for further development. Three 
groups of recommendations arising from the study findings are set out below. 
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1. In order to capitalise on the opportunities presented by the outsourcing of real estate 
services, it is recommended that service providers: 
• Ensure they not only attain, but also continue to further develop the range of 
skills and personal attributes that have been identified in this study as being of 
critical importance. (Section 4.3.6). 
• Recognise the importance of personal networks and professional affiliations as 
the main means of being identified in the market. (Section 4.3.4) 
• Focus on the criteria that have been identified as being most important in the 
selection of service providers. (Section 4.3.4) 
• Recognise opportunities to expand the range of functions that are being 
outsourced in New Zealand (in line with overseas trends), to include those that 
are less frequently outsourced at the present time. (Section 4.3.2) 
• Recognise the importance of all the roles in the outsourcing relationship and 
seek to foster closer, mutually beneficial alliances with the organisations to 
whom services are provided. 
• Take note of the factors that contribute to the success or failure of real estate 
outsourcing to ensure that optimum performance is achieved. (Section 4.3.5). 
2. It is recommended that real estate managers within organisations recognise the trend 
of increased outsourcing and, rather than view this as a threat, recognise that there is 
also a continued important need for the in-house real estate expert. This role is more 
strategic than operational, and provides an opportunity for real estate managers to 
become very highly valued employees, as they leverage positive outcomes for the 
benefit of their organisations. 
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3. It is also recommended that further research be undertaken in the areas described in 
Section 5.3 above . 
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Executiverritle 
Organisation Type 
Core Business 
Staff Number 
Real Estate Portfolio 
CQntext of Change 
Name withheld 
Public listed company 
Provision of telecommunication services, particularly the 
"telephony" services of tomorrow 
8,500 
An extensive leased office portfolio, and a network of several 
thousand owned or leased "network" sites (telecommunication 
Infra-structure) 
Disposal of 80,000 m2 of leased space, and 300 owned 
Properties largely completed 
Major chang~s in corporate structure 
First phase of change from 1987 to 1995, being a need 
to drive costs out of the business to meet internationally 
competitive benchmarks for best practice in 
telecommunication companies 
Reduction in staff from 25,000 to 8,500 
A huge surplus property portfolio. 80,000 m2 of surplus 
leased space, and 300 surplus freehold properties 
Second phase of change driven by: 
technology (particularly its impact on the provision 
of telecommunication services), and 
the need to work smarter; seeking better, more 
efficient ways of doing business 
Change now being driven by market dynamics rather 
than balance sheet re-engineering 
The need to reduce the significant cost of "churn", 
through creating more flexible workplaces and 
workspaces 
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Executiverritle 
Organisation Type 
Core Business 
Staff Number 
Real Estate Portfolio 
Context of Change 
Name withheld 
Government department 
Withheld 
3,300 
Leased offices and "shop front" retail premises; approximately 
155 premises. The largest government leased portfolio in 
terms of cost 
Departmental restructuring in 1992 
A drive for accountability, better financial management, 
and a more business-like approach 
Reduction in staff from 4,700 to 3,300 
Focus on customer service 
Change in work patterns and layouts to project a more 
friendly, less confrontational, open environment 
The impact of new technology, and the efficiencies it is 
creating 
Centralisation of the property unit 
Restructuring the property portfolio from a geographic 
spread of large office buildings, to a portfolio of retail 
shop premises which provide "front line" service delivery, 
the "backroom" processing functions being centralised to 
a few key locations 
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Executiverritle 
Organisation Type 
Core Business 
Staff Number 
Real Estate Portlolio 
Context of Change 
Name withheld 
State Owned Health Enterprise 
Delivery of government health services 
2,500 
3 major hospitals. Health clinics, offices, housing, and 
development sites. Most are owned, several of the 
community facilities being leased 
22 non-core properties sold during the last 5 years including 
housing, ground leases, a forest, and two farms 
Change from a Health Board to a State Owned Health 
Enterprise 
Major restructuring of health funding and the delivery of 
health services 
A drive for efficiencies in all aspects of the business, 
elimination of wastage, and better value from the health 
dollar 
The impact of technology on health sector work practices, 
both in terms of direct medical care and in the work 
practices of field staff 
A reduction in direct government funding which has 
forced a reduction in costs and/or the creative sourcing 
of finance 
A portfolio of hospitals exhibiting a significant degree 
of obsolescence (functional, economic and physical), 
necessitating major redevelopment of core property 
assets 
The need to rationalise services on one major hospital 
site 
The need to replace the "rural" hospitals with smaller 
scale health centres 
The need to source capital from sales of surplus 
non-core property, particularly for major redevelopment works 
The need to incorporate flexibility for the future into the 
property portfolio 
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ExecutivefTitle 
Organisation Type 
Core Business 
Staff Number 
Real Estate Portfolio 
Context of Change 
Name withheld 
Multi-National Private Company, HQ Sweden 
Supply and distribution of communications equipment 
520 
Light service industrial premises, warehouses, and office 
premises in 3 cities, all but one property being leased 
Change from being a communications equipment "box 
supplier", to being a supplier of total communications 
solutions 
Increased globalisation and market competitiveness 
Major impact of new technology, bringing substantial 
changes in work practices, workplaces and works paces 
The impact of deregulation of the labour market 
The need to be very flexible. To be able to respond quickly 
to changing business demands, to increase or reduce 
numbers of staff as required 
The need for new or altered premises to provide 
functional and flexible work environments, housing new or 
different business activities 
The impact of recent legislation, requiring compliance 
with new building codes (particularly for industrial 
premises) 
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ExecutiveJTitle 
Organisation Type 
Core Business 
Staff Number 
Real Estate Portfolio 
Context of Change 
'-="-,_,--'_,'-__ "--'-=--''-·0 ' 
Name withheld 
Unlisted public company. Crown Entity - Public Finance Act 1989 
Development and operation of a commercially successful airport 
105 
Airport and several adjacent properties (with 170 -180 leases to 
administer) 
.. 
Change of ownership, resulting in a change of business 
philosophy, from just being an operational airport to being 
a business focussed on enhancing and maximising the 
revenue earning potential of a prime strip of real estate 
The need for a much more efficient, business-like approach 
The need to restructure virtually every aspect of managing 
the property portfolio, from a passive to an 
active/entrepreneurial management approach 
The need to regain control of strategic property assets 
that have passed to lessees through unsatisfactory 
historical lease contracts 
The need to develop a robust basis for the valuation of a 
monopolistic real estate activity (both capital and rental 
valuations) 
Major redevelopment of physical facilities to provide 
greater functionality and market competitiveness 
The technical and operational need to widen the airport 
Coping with the dynamics of the aviation industry, an 
environment of constant change 
The threat of airlines moving to narrow bodied jets, unable 
to carry freight, which may threaten the freight business 
and the warehousing aspect of the property portfolio 
The impact of technology and the threat it poses to the 
business if the world offlight changes significantly in the 
future ego Vertical take-off aircraft. Also the major threat 
of international carriers requiring a longer runway 
Coping with growth in passenger numbers 
Competition in the airline industry with refined flight 
schedules 
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Lincoln University Corporate Real Estate Survey 
Note: Questionnaires returned by the due date will enter a prize draw for three cases of wine 
Overall Organisation 
01. Please tick the phrase that best describes the ownership structure of your organisation. 
o Public Company o State Owned Enterprise/Agency 
o Government Department o TerritorialfRegional Authority or LATE 
o Private Company o Not For Profit Organisation 
02. What is the core business of your organisation? ______________________ _ 
03. Circle the approximate number of staff employed by your organisation . 
1-10 11-20 21-50 51-100 101-200 201-500 over 500 
04. If "Restructuring" is defined as a complete and major change in total organisational structure, and/or legal 
status, and/or core business objectives - has your organisation been restructured in recent times? (tick one) 
o Not at all o Minor restructuring 0 Extensive restructuring If so, how long ago _____ _ 
05. In relation to your "core business" tick the statement that most closely represents your organisation. 
o The nature and/or direction of our core business is uncertain, therefore flexibility is paramount. 
o The direction of growth for our organisation is clear but we still need to keep our options open. There can 
be special advantages in having the "right" location for our core business. 
o Our market is competitive so we need to be' efficient and/or have a special advantage to survive - for 
example, a full range of products and(or ~ervices to attract our share of the established market 
o Our market is well established and extremely competitive so keeping costs down is number one priority. 
With little scope for price rises, gaining market share is the avenue of growth for us. 
o We are not in a competitive market type of situation. 
06. In your organisation the costs of occupying real estate: (please tick which apply) 
o Are included as part of overall organisational overhead and not apportioned to organisational units 
o Total real estate costs are included with other overheads and apportioned to organisational units 
o Real estate operating expenses (eg local authority rates) are apportioned to organisational units 
o Real estate operating expenses and depreciation are apportioned to organisational units 
o Real estate operating expenses and a capital charge are apportioned to organisational units 
o Real estate operating expenses and market rentals (or equivalent) are charged to organisational units 
Other ____________________________ {please specify) 
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Management of Real Estate Assets 
Ml. Does your organisation have a formally organised real estate unit or person with this area as their sole 
responsibility? 
o Yes o No (please tick) 
If Yes, please answer questions M2-M5 below: If No, go to question M6. 
M2. State the number of - property management staff _____ - physical maintenance staff ____ _ 
M3. Has your organisation's real estate unit/division been restructured (as defined in question 04) recently? 
o Not at all o Minor restructuring 0 Extensive restructuring If so, how long ago, _____ _ 
M4. How has the number of employees engaged in property work in your organisation changed during the past 5 
years? (tick one) 
o Stayed about the Same o Increased Slightly 0 Increased Significantly 
o Decreased Slightly o Decreased Significantly 
M5. If additional space/land was required by an operating unit within your organisation, which of the following most 
closely resembles the process by which the space would be provided? (please tick one) 
o The operating unit would arrange the supply of the additional space/land itself. 
o The operating unit would specify what was required, the real estate/property unit would then arrange for it to 
be purchased, constructed, leased or otherwise supplied. The operating unit would need to justify the cost. 
o The operating unit would specify what was required, the real estate/property unit would then arrange for it to 
be purchased, constructed, leased or otherwise supplied. The real estate/property unit would also be 
responsible for ensuring the real estate costs were not excessive. 
o The operating unit would identify a need, then the real estate/property unit would examine options and 
prepare a solution believed to meet the need at reasonable cost. The real estate/property unit may propose 
rearranging operations to meet the need within existing space or make other savings. If operating units 
reject these proposals they would have to develop and justify their preferred alternatives. 
o The operating unit would identify a need, then the real estate/property unit would offer a market based 
solution charging a readily determinable market rent. If there were specialised "non market" operational 
requirements these would be an additional cost to the operating unit. 
o All organisational space needs are anticipated by regular meetings of heads of operating units, the real 
estate/property unit and management. This team reviews and justifies existing real estate costs as weII as 
the operational and financial implications of alternative options. Decisions arrived at are implemented by 
the real estate/property unit. 
M6. Please circle which of the following are used by your organisation for assisting in making real estate decisions. 
never rarely sometimes often always 
used used used used used 
Accounting rate ofreturnlpayback period 1 2 3 4 5 
Discounted cash flow techniques (IRR, NPV etc) 2 3 4 5 
Consideration of risk diversification 2 3 4 5 
Relationship to market value/rental 1 2 3 4 5 
Sale and leaseback analysis 1 2 3 4 5 
Consideration of non financial factors 1 2 3 4 5 
Independent property management consultants 2 3 4 5 
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M7. Which of the following statements most closely resembles the current role of real estate management in your 
organisation? (please tick one) 
o Accounting for the costs of using real estate and allocating both the real estate and its costs to operating units. 
o Investigating ways to use less real estate or increase efficiency (eg. by standardising office layouts, 
combining facilities, sub-leasing/selling excess land/buildings, refurbishing old buildings to suit new uses). 
o Organising provision of land/ buildings! other real estate so that operating units of the organisation have 
what they need. 
o Examining trends in conjunction with operating units, developing the real estate implications of these trends 
for the "core" operations of the organisation and proposing optimal solutions. 
o A separate business unit earning a return on the capital tied up in real estate assets by providing the space 
requirements of operating units in return for market related rents and operating expenses. 
o None of the above (please elaborate) _______________________ _ 
M8. Please circle the degree to which each of the following statements is representative of your organisation. 
statement strongly 
Real estate management is not considered important because 
your organisation's core activity is not real estate. 
Management of real estate is regarded negatively as it is seen to 
demand excessive charges and/or reporting requirements. 
Management of real estate is regarded favourably as it is seen to 
provide cost effective solutions to operating units' real estate needs. 
The real estate needs of operational units are largely determined 
by a set of standardised rules or policies (for example so many 
many m2 per person at various levels). 
Top management recognises that every organisation 
that occupies space is in the real estate business as well. 
Teams, alliances or joint ventures of both internal and external 
staff are formed to solve particular real estate related problems. 
In your opinion the management of real estate assets 
in your organisation needs major improvement. 
Management of real estate assets can significantly 
reduce the organisation's overall financial risk. 
Uncertainty associated with future real estate markets, 
economic conditions and organisational space needs greatly 
affects your capacity to effect optimal real estate solutions. 
Staff responsible for real estate have regular exposure to, 
and a good understanding of, overall organisational strategy and plans 
on which to base real estate decisions. 
You do not have sufficient information or methodology available 
to clearly evaluate the performance or use-effectiveness of 
your organisation's real estate assets. 
Responsibility for real estate decisions is 
delegated too far down in your organisation. 
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Individual Responsibilities 
Rl. What is your title in your organisation? ______________________ _ 
R2. How long have you held this position? _____________________ _ 
R3. List any fOlmal qualifications relating to the management of real estate assets you currently hold. 
R4. What is the title of the person you report to? ___________________ _ 
R5. Indicate (by circling) the importance of the issues below to a person holding your position in your organisation: 
not critically 
important important 
The impact of a major real estate project 
on the balance sheet of your organisation 2 3 4 5 
-~ ~-,~ 
The impact of a major real estate project 
------------ on the public perception of your organisation 2 3 4· 5 
Lease versus own and/or sale leaseback financial analysis 2 3 4 5 
Cost of accommodation per occupier 2 3 4 5 
Benchmarking against industry standards 2 3 4 5 
Reviewing core operations to ensure efficient use of real estate assets 2 3 4 5 
Using real estate to gain a strategic advantage for your core business 2 3 4 5 
Contribution of cash flow to the organisation from real estate assets 2 3 4 5 
~--~.~.-~."'-;.! 
Maximisation of tax advantages 2 3 4 5 
Holding assets for capital gain/inflation hedge 2 3 4 5 
____ •• _4. ___ 
Refinancing of real estate to raise capital for operations 2 3 4 5 
.-.-.... ~"""-:· ..... -_i~-~ ... 
Accounting information being available on individual properties 2 3 4 5 
R6. Circle the amount of time you personally spend on the following activities in your present position. 
minimal moderate most 
time amount time 
preparation of capital budgets 1 2 3 4 5 
preparation of maintenance/operational budgets I 2 3 4 5 
buying/selling real estate assets 2 3 4 5 
undertaking [mancial viability studies 1 2 3 4 5 
monitoring performance of existing assets 1 2 3 4 5 
planning/developing real estate strategy I 2 3 4 5 
general administration 2 3 4 5 
financial reporting 2 3 4 5 
supervising engineering/construction 2 3 4 5 
lease negotiation/administration 2 3 4 5 
Building Act! health and safety 2 3 4 5 
market analysis 2 3 4 5 
cost control 2 3 4 5 
maintenance supervision 2 3 4 5 
managing external service providers 2 3 4 5 
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R7. For your organisation, please tick the decisions that can be made by operational unit/division managers 
who are not directly involved in propertv. 
o Real Estate disposal o Real Estate purchase o Real Estate maintenance 
o Real Estate capital expenditure. 0 Real Estate lease negotiations o None of these decisions 
Communication 
Cl. In terms of reporting level, circle how many steps you are away from the CEO of your organisation. 
2 3 4 5 
C2. Please circle how frequently would you liaise with the following: 
Daily 
Chief Executive Officer D 
Chief Financial Officer D 
"Core" Business Unit heads 
Real Estate AgentsN aluers/Consultants 
Engineersffechnical people 
Service Providers (cleaners etc.) 
Staff in other units within your organisation 
D 
D 
D 
D 
D 
more 
Weekly Monthly Qtrly Annually 
W M Q A 
W M Q A 
W M Q A 
W M Q A 
W M Q A 
W M Q A 
W M Q A 
C3. Does your organisation have a written overall strategic plan for real estate? o Yes 0 No 
If yes, circle when was it first prepared? 3 6 12 24 36 months ago or longer 
How often is the plan reviewed/updated? never 3 6 12 24 36 monthly or longer 
Please circle below the degree of integration of the above real estate plan with core business operations. 
poor integration 2 3 4 5 complete integration 
Information Systems 
11. With respect to having access to an accurate computerised database containing details on each property, 
would you please Firstly circle the importance ofa database to your organisation and Secondly circle the 
performance of your organisation's database on the scale below. Circle N/A if you have no database. 
not important 2 3 4 5 extremely important 
poor performance N/A 2 3 4 5 excellent performance 
12. If your organisation has a computerised property database circle its performance on each of the following: 
Shows adequate details on: Poor OK Excellent 
- Current use of property I 2 3 4 5 
- Physical attributes - ie. size, dimensions, age etc 1 2 3 4 5 
- Legal matters including zoning, tenure etc I 2 3 4 5 
- Lease details if applicable 1 2 3 4 5 
- Purchase cost 1 2 3 4 5 
- Current market value 2 3 4 5 
- Operating/maintenance costs 2 3 4 5 
- Maintenance programme 2 3 4 5 
- No. of people working within specific buildings 2 3 4 5 
- Usefulness in assisting in strategic decisionmaking 2 3 4 5 
- Usefulness in identifying non-performing properties 2 3 4 5 
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Outsourcing 
S 1. Does your organisation have a strategy on outsourcing real estate-related tasks to external service providers? 
DYes 0 No If yes, is this strategy set out in writing? DYes 0 No (please tick) 
S2. Is your organisation using external real estate service providers more, the same, or less than it did 5 years ago? 
o More o Same o Less (please tick) 
S3. Please circle the rating that best describes the frequency with which the following real estate functions are 
typically outsourced by your organisation (ie. provided to your organisation by external service providers). 
Never Sometimes Frequently Always N/A 
Real estate strategic planning 1 2 3 4 5 
Feasibility studies/market analysis 1 2 3 4 5 
Real estate valuations 2 3 4 5 
Selection of sites/premises 2 3 4 .5 
Procurement of sites/premises 2 3 4 5 
Space layout planning 2 3 4 5 
Building design 2 3 4 5 
Construction/fitout management 2 3 4 5 
Property/lease administration 2 3 4 5 
Facilities management/maintenance 2 3 4 5 
Building ActlHealth and Safety compliance 2 3 4 5 
RM Act/ town planning issues 2 3 4 5 
Surplus property/lease disposal 2 3 4 5 
S4. Does your organisation currently have any contracts with external service providers for periods of 3 years or 
greater, for the provision of any ofthe services listed in question S3 above? (tick one) 0 Yes 0 No 
S5. Rank the 5 main reasons (from 1 to 5, 1 being the main reason) that your organisation obtains real estate 
services from external service providers (if applicable). 
To obtain a more independent service 
To gain a better quality of service 
To reduce the cost of the service 
To access skills, technology, best practice not available within your organisation 
As the service is not a core business of your organisation 
To provide greater flexibility in staff resources 
Oilier __________________________________ ___ 
S6. Tick the. 3 methods most commonly used by your organisation to identify real estate service providers. 
o Advertising (eg. request for proposal) o Recommendation from an associate 
o Direct approach by service provider o Professional affiliations 
o Networking/personal contact o Real estate publications 
o Other 
------------------~--------------------------------------------------
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APPENDIX 2 
S7. Indicate the importance of the following characteristics in your selection of a real estate service provider 
Characteristic Importance (please circle) 
Not important Moderate Extremely important 
Relevant past experience 1 2 3 4 5 
Size of Company 2 3 4 5 
Quality of assigned employees 2 3 4 5 
Local expertise 2 3 4 5 
Project methodology 2 3 4 5 
Reputation/references 2 3 4 5 
Independence of service 2 3 4 5 
Price 2 3 4 5 
National capability 2 3 4 5 
Overall 'chemistry' 2 3 4 5 
Breadth of services available 2 3 4 5 
Quality of proposal/presentation 2 3 4 5 
Existing relationship with provider 2 3 4 5 
Other 2 3 4 5 
ss. Please circle to indicate the importance ofthe following skills/criteria for individual personnel/consultants 
providing real estate services to your organisation. 
Skill Im(!ortance 
Not important Moderate Extremely important 
Investment analysis skills 1 2 3 4 5 
Market knowledge I 2 3 4 5 
Depth of experience in property 1 2 3 4 5 
Formal property qualifications 1 2 3 4 5 
Breadth of skills 2 3 4 5 
Negotiation skills 2 3 4 5 
Presentation skills 2 3 4 5 
Strategic management skills 2 3 4 5 
Market analysis skills 2 3 4 5 
Understanding of your organisation 2 3 4 5 
Knowledge of business management principles 2 3 4 5 
Other 2 3 4 5 
S9. Please circle to indicate the importance of the following personal attributes for individual 
personnel/consultants providing real estate services to your organisation. . 
Attribute Importance 
Important Very Important Extremely important 
Timeliness/responsiveness I 2 3 4 5 
Lateral thinking/creativity 2 3 4 5 
Soupd judgement 2 3 4 5 
Accuracy/thoroughness 2 3 4 5 
Communication skills 2 3 4 5 
Ability to work in teams 2 3 4 5 
Overall professionalism 2 3 4 5 
Positive attitude/commitment 2 3 4 5 
Confidentiality 2 3 4 5 
Adaptability 2 3 4 5 
Problem solving ability 2 3 4 5 
Other 2 3 4 5 
SIO. To what extent do you consider the following factors contribute to successful outsourcing of property services? 
Factor Importance 
Not important Moderate Extremely important 
Provider's understanding of your business 
Acceptance of outsourcing by your staff 
Cost savings achieved 
Responsiveness of the service provider 
Communication/interface between the parties 
Retention of ultimate control 
Quality of service provided 
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Quality of personnel assigned by provider 2 3 4 5 
Clarity of objectives prior to outsourcing 2 3 4 5 
Effective performance measurement tools 2 3 4 5 
Performance based fee structures 2 3 4 5 
Full analysis of costs prior to outsourcing 2 3 4 5 
Well developed service level agreement 2 3 4 5 
Well planned transition of services 2 3 4 5 
Other 2 3 4 5 
S 11. If property services have been, or presently are outsourced by your organisation, please indicate the general 
success of this outsourcing. (circle on the scale below) 
Very successful 
1 2 
Moderately successful 
3 4 
Please comment on the ways in which this outsourcing has been: 
Successful 
Unsuccessful 
5 
----------------------------------------------------------------
Unsuccessful __________________________________ __ 
Are there any property services that your organisation previously outsourced, that are now being performed 
internally within your organisation? (tick one) 0 Yes 0 No 
If yes, please comment 
_______________________ Continue on separate sheet if necessary 
Finally, Please Outline Your Organisation's Real Estate Portfolio 
PI. Circle the approximate number of properties your organisation owns freehold . 
nil 1-5 6-10 11-20 21-50 51-100 100+ 
P2. If known, circle the total value of properties owned freehold (if applicable). 
less than $lM $1-5M $6-10M $11-30M $31-50M over $50M 
P3. Circle the approximate number of properties your organisation leases. 
nil 1-5 6-10 11-20 21-50 51-100 100+ 
P4. Ifknown, please state your organisation's approximate total annual rental costs. _________ _ 
P5. Please circle to indicate whether your organisation prefers to lease or own operational real estate. 
Strong preference 
to lease 1 2 
neutral 
3 4 
P6. How does your organisation generally record real estate value? (please tick one) 
o Historic Cost o Current Market Value 0 Depreciated Replacement Cost 
Strong preference to 
5 own freehold 
Other _____________________________ (please specify) 
THANKYOU FOR TAKING THE TIME TO COMPLETE THIS SURVEY 
- PLEASE RETURN IT IMMEDIATELY TO ENTER THE PRIZE DRAW 
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All Groups Data Summary - General 
Total Number Sent 
Total Number Received 
Ownership 
Sector 
Size 
Staff 
No. Properties Owned 
457 
197 Percentage Respons 
By Ownership ~ 
Government Department 25 
SOE/Agency 36 
T/R Authority 55 
Public Company 34 
Private Company 36 
Not for Profit Organisations 9 
197 
~ ~ 
Primary 6 
Manufacturing 12 
Energy 17 
Wholesaling 6 
Retailing 9 
Transport 15 
Communications 5 
Finance/Insurance/Banking 15 
Central Government 25 
Territorial/Regional Govemment 53 
Education 10 
Health 13 
Not for Profit 9 
197 
~ ~ 
Staff Employed 
1-10 3 
11-20 7 
21-50 19 
51-100 25 
101-200 30 
201-500 46 
Over 500 62 
Invalid 5 
197 
By Number of Properties Owned 
Nil 20 
1-5 35 
6-10 13 
11-20 16 
21-50 19 
51-100 24 
Over 100 64 
Invalid 6 
197 
Value Properties Owned By Value of Properties Owned 
Nil 20 
Less than $1 M 5 
$1-5M 22 
$6-10M 17 
$11-30M 37 
$31-50M 12 
Over$50M 70 
Invalid 14 
197 
No. Properties Leased By Number of Properties Leased 
Nil 10 
1-5 62 
6-10 26 
11-20 22 
21-50 20 
51-100 21 
Over 100 25 
Invalid 11 
197 
Rental Cost R Lease Rental Range $0 to $53 Million 
Preference to Lease/Own On scale, 1 - lease,S - own 
Valid respondents 
90 
43% 
N!mJber 
191 
~!uc!mtage 
13% 
19% 
26% 
17% 
18% 
5% 
100% 
~e[CeDlage 
4.06% 
6.09% 
6.63% 
3.05% 
4.57% 
7.61% 
2.54% 
7.61% 
12.69% 
26.90% 
5.06% 
6.60% 
4.57% 
100.00% 
~e[l;eDlage 
2% 
4% 
10% 
13% 
15% 
23% 
31% 
3% 
100% 
10% 
16% 
7% 
6% 
10% 
12% 
32% 
3% 
100% 
10% 
3% 
11% 
9% 
19% 
6% 
36% 
7% 
100% 
5% 
31% 
13% 
11% 
10% 
11% 
13% 
6% 
100% 
Pe[l;entage 
APPENDIX 3 
~lid ~e[l;eDlage 
1.56% 
3.65% 
9.90% 
13.02% 
15.63% 
23.96% 
32.29% 
100.00% 
10.47% 
16.32% 
6.61% 
8.36% 
9.95% 
12.57% 
33.51% 
100.00% 
10.93% 
2.73% 
12.02% 
9.29% 
20.22% 
6.56% 
36.25% 
100.00% 
5.36% 
33.33% 
13.96% 
11.83% 
10.75% 
11.29% 
13.44% 
100.00% 
Organisation Restructured 
". -....--:....:L~~:_:.':.".::::::: 
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Real Estate Management 
Separate Unit or Person 
Dedicated PM Staff 
RE Unit Restructure (recent) 
RE Staff Change 
Strong preference to lease (1) 
Strong preference to own (5) 
Average 
Median 
Mode 
SD 
. 'Recent' restructuring 
Valid respondents 
Nil 
Minor 
Major 
Total restructured 
Valid respondents 
Yes 
No 
Invalid 
Valid respondents 
Invalid 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
No PM Staff 
One PM 
One or less 
51 
47 
3.11 
3 
1 
1.52 
~ 
196 
17 
76 
103 
196 
179 
~ 
191 
121 
70 
6 
197 
166 
9 
197 
2.71 
1 
o 
70 
o 
6.55 
69 
35 
104 
27% 
25% 
Percentage 
6.67% 
36.76% 
52.55% 
100.00% 
91% 
Percentage 
61% 
36% 
3% 
100% 
37% 
19% 
55% 
APPENDIX 3 
Valid Percentage 
63% 
37% 
100% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the highest 5, and reduce the sample to 163, then: 
Average 1.66 
Median 1 
Mode 0 
Highest 14.5 
Lowest 0 
SD 2.56 
Sample (with unit or person) 
Valid responses 
Nil 
Minor 
Major 
Total restructured 
Valid responses 
Decrease significantly 
Decrease slightly 
Stayed about the same 
Increased slightly 
Increased significantly 
Total decreased 
Total increased 
Same 
91 
121 
121 
33 
44 
44 
121 
66 
121 
27 
23 
47 
16 
6 
121 
50 
24 
47 
27% 
36% 
36% 
100% 
73% 
22% 
19% 
39% 
15% 
5% 
100% 
41% 
20% 
39% 
100% 
Qualifications of Respondents 
Respondent Hierarchy 
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RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
196 
197 
(ie. land economy based - valuation/property managemenVreal esta 
122 
4 
2B 
2 
40 
196 
62% 
2% 
14% 
1% 
~ 
100% 
No qualification directly related to RE Mmt stated 62% 
Note: Other may not include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SO 
92 
190 
1.B7 
2 
2 
0.B7 
.. ., 
J •. J:"~ ~ :-... ~-.... '4 
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All Groups Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy Strategy for outsourcing real estate related tasks 
How Much? (Extent) 
Nw:n!lm: 
Yes 123 
No 69 
Invalid 5 
197 
Wd!!!lll (of the sample of 118) 
Yes 38 
No 69 
Invalid 16 
123 
MQUllliamlllless tban 5 Ylla~ agQ 
More 
Same 
Less 
Invalid 
82 
95 
13 
7 
197 
Eeu:llo!age 
62% 
35% 
3% 
100% 
31% 
56% 
13% 
100% 
42% 
48% 
7% 
4% 
100% 
Valid EIl[Cllolage 
64% 
36% 
100% 
36% 
64% 
100% 
43% 
50% 
7% 
100% 
APPENDIX 3 
Further evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked in the upper third at 5th out of the 15 property business activities. 
QutsQu[Ciog cQo!racts for PllriQds Qf 3 Yllarn m mme 
Yes 
No 
Invalid 
39 
154 
4 
197 
20% 
78% 
2% 
100% 
20% 
80% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing partnerships 
What's being outsourced? 
Functions FreQUeocy of Q!J!sQ!J[Cing 13 real IlS!a!e fimctions (1 Never 4 AIViilYS 0 - NIA) 
iIllIn Average As%age Median Mode SD 
Real estate valuations 3.52 84% 4 4 0.75 
Building design 2.97 66% 3 4 1.05 
Construction/fitout management 2.78 59% 3 2 0.99 
RM Act/!own planning 2.52 51% 2 2 0.98 
Surplus property/lease disposal 2.43 48% 2 2 0.97 
Space layout planning 2.39 46% 2 2 1.04 
Building Act/health & safety compliance 2.37 46% 2 2 1.04 
Procurement of sites/premises 2.29 43% 2 2 1.01 
Feasibility sludies/market analysis 2.24 41% 2 2 0.84 
Facilities ManagemenVmaintenance 2.12 37% 2 2 1.02 
Selection of sites/premises 2 33% 2 2 0.9 
Property/lease administration 1.75 25% 2 1 0.9 
Real estate strategic planning 1.61 20% 0.82 
RE Decisions USIl Qf iodllPlmdeo! cQosultan!s in [eal Ils!a!1l decisiQo making 
Valid resp. 
185 
178 
185 
178 
181 
186 
186 
184 
173 
182 
176 
182 
170 
Tested among 7 methods used for real estate decision making, independent consultants came third highest in freq 
Rated from 1 never used to 5 always used. 
iIllIn Average As%age Median Mode SD Valid resp. 
Relationship to market value/rental 4.03 76% 4 5 1.06 167 
Non·financial faclors 3.8 70% 4 4 1.01 166 
Independent property mgmt consultants 3.27 57% 3 3 1.06 172 
Discounted cash flow techniques 3.23 56% 3 3 1.35 152 
Accounting rate of return/payback period 3.12 53% 3 3 1.29 159 
Consideration of risk diverSification 2.67 42% 2.5 2 1.28 148 
Sale and leaseback analysis 2.58 40% 3 1 1.44 148 
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APPENDIX 3 
Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Sometime Often Always Rarely 
9 30 62 46 23 
Reasons for Outsourcing 
Why? 
5% 17% 
6 possible reasons ranked 
Valid responses 
Invalid 
Illml 
36% 26% 
164 
13 
197 
To access skills, technology, best practice 
not available within organisation 
As the service is not core business 
To gain a better quality of service 
To obtain a more independent service 
To reduce the cost olthe service 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
Networking/personal contact 
Recommendation from associate 
Professional affiliations 
Direct approach (by provider) 
Advertising 
Real estate publications 
Other 
Invalid 
190 
7 
197 
Nu.!JJ!lli 
155 
109 
92 
74 
65 
10 
15 
7 
172 
13% 
100% 
Weighted 
Average %age 
3.53 26% 
2.3 17% 
2.26 17% 
2.07 16% 
1.67 12% 
1.47 11% 
1% 
100% 
~!l[Q!l[]la!J!l 
79% 
55% 
47% 
36% 
33% 
5% 
6% 
4% 
Selection Criteria 13+ other tested for importance (scale 1 not important, 5 extremely Important) 
Illml Average As%age Median 
Quality of assigned employees 4.35 64% 4 
Relevant past experience 4.26 62% 4 
Local expertise 3.94 74% 4 
Reputation/references 3.92 73% 4 
Existing relationship with provider 3.67 67% 4 
Independence of service 3.53 63% 4 
Quality of proposal/presentation 3.43 61% 4 
Price 3.42 61% 3 
Project methodology 3.39 60% 3 
Overall 'chemistry' 3.18 55% 3 
Breadth of services available 3.07 52% 3 
National capability 2.53 38% 3 
Size of company 2.44 36% 2 
(Other -15 responses, 0.08%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
Illml Average As%age Median 
Quality of service provided 4.56 89% 5 
Quality of personnel assigned by provider 4.33 83% 4 
Responsiveness of service provider 4.26 82% 4 
Provider's understanding of your business 4.24 81% 4 
94 
Median Mode SO 
4 5 1.59 
2 1.62 
2 1.45 
2 1.59 
1.47 
0 1.47 
llalid ~!l[l;!l[]lag!l (ofrespon 
62% 
57% 
46% 
39% 
34% 
5% 
6% 
Mode SO Valid resp. 
5 0.73 167 
4 0.77 190 
4 0.91 189 
4 0.88 186 
4 1 189 
4 1.05 188 
4 0.91 185 
3 0.86 189 
4 0.93 166 
4 1.14 188 
3 1.[]1 185 
3 1.18 188 
3 0.98 186 
Mode SO Valid resp. 
5 0.57 188 
4 0.62 185 
4 0.66 186 
5 0.82 189 
,-,.--"-' .. '--'-'--, 
:~'..:~ ... , ........ "' ..... , 
r.rJJ~·_-.--"_-.:.-, 
.»- "-'~~-~<-.-'-
Pasl success 
Communication/interface between the partie 4.14 79% 
Clarity of objectives prior to outsourcing 4.14 79% 
Retention of ultimate control 3.92 73% 
Full analysis of costs prior to outsourcing 3.76 69% 
Well developed service level agreement 3.76 69% 
Cost savings achieved 3.73 68% 
Effective performance measurement tools 3.71 68% 
Well planned transition of services 3.59 65% 
Performance based fee structures 3.33 58% 
Acceptance of outsourcing by your staff 3.09 52% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Withdraw[J 10 i[Jlernal provisio[J 
Sample 
Yes 
No 
Invalid 
147 
3.73 
68% 
4 
4 
0.85 
~ 
0 
14 
35 
74 
24 
147 
llimJ.!ler 
165 
19 
146 
32 
197 
Eetce[Jlage 
0% 
10% 
24% 
50% 
16% 
100% 
Eerceolage 
10% 
74% 
16% 
10[J% 
4 
4 
4 
4 
4 
4 
4 
4 
3 
3 
4 
4 
4 
4 
4 
4 
4 
4 
4 
3 
Valid petce[JIage 
12% 
88% 
100% 
APPENDIX3 
0.71 187 
0.81 185 
0.9 184 
0.87 183 
Q..86 182 
0.88 187 
0.88 184 
0.93 181 
1 184 
1.13 185 
Skills and Attributes Required (Individuals) 
Skills 11 + other individual/personal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
.I!em Average As%age Median Mode SD Valid resp. 
Depth of experience in property 4.21 80% 4 4 0.71 187 
Market knowledge 4.15 79% 4 5 0.92 186 
Understanding of your organisation 3.99 75% 4 4 0.81 186 
Negotiation skills 3.77 69% 4 4 1.01 186 
Market analysis skills 3.68 67% 4 4 1.02 184 
Breadth of skills 3.64 66% 4 4 0.84 184 
Presentation skills 3.55 64% 4 4 0.88 186 
Knowledge of business mgmt. principles 3.41 60% 4 4 0.92 182 
Strategic management skills 3.23 56% 3 3 1.05 183 
Formal property qualifications 3.1 52% 3 3 0.98 185 
Investment analysis skills 2.96 49% 3 3 1.2 180 
(Other responses (2) - Listening skills, knowledge of public land legislation) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
.I!em Average As %age Median Mode SD Valid resp. 
Accuracy/thoroughness 4.35 84% 4 5 0.71 189 
Confidentiality 4.35 84% 5 5 0.93 188 
Timeliness/responsiveness 4.31 83% 4 5 0.74 189 
Sound judgement 4.24 81% 4 4 0.72 188 
Positive attitude/commitment 4.11 78% 4 4 0.85 187 
Overall professionalism 4.09 77% 4 4 0.8 187 
Communication skills 4.02 76% 4 4 0.82 188 
Problem solving ability 3.9 72% 4 4 0.95 188 
Lateral thinking/creativity 3.82 71% 4 4 0.91 188 
Adaptability 3.74 69% 4 4 0.86 188 
Ability to work in teams 3.33 58% 3 3 1.12 186 
(Other responses (1) tenacity). Also comment that all listed attributes are very very important 
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Government Department Data Summary - General 
Total Number 197 
Ownership By Ownership Illw!J!lw: Ee[~enlag!l 
Government Department 25 25 13% 
SOE/Agency 36 19% 
T/R Authority 55 26% 
Public Company 34 17% 
Private Company 36 16% 
.-~-_-~-_"'.-~_l Not for Profit Organisations 9 5% 
197 100% 
.... -.-<-.~---. -."-----.:...--~ 
Sector ~ Illw!J!lw: Ee[~enlage 
~ - - .... >' ~ -.-', '- Primary 6 4% 
0--.... ~'- '':'":~~ .Fl" ~-~I Manufacturing 12 6% 
Energy 17 9% 
Wholesaling 6 3% 
Retailing 9 5% 
Transport 15 6% 
Communications 5 3% 
Finance/Insurance/Banking 15 6% 
Central Government 25 24 13% 
_~_-J- _ ~,_ ._~ ,~ TerritoriaVRegionai Government 53 27% 
Education 10 5% 
HeaHh 13 7% 
Not for Profit 9 5% 
197 100% 
Size ~ Illw!J!lw: Een:enlage :\lalid Ee[~enlag!l 
Staff Staff Employed 
1-10 0 0% 0% 
11-20 0 0% 0% 
21-50 3 12% 12% 
51-100 4 16% 16% 
101-200 2 6% 6% 
201-500 5 20% 20% 
Over 500 11 44% 44% 
Invalid 0 0% 100% 
25 100% 
No. Properties Owned By Number of Properties Owned 
Nil 7 26% 29% 
1-5 7 26% 29% 
6-10 0 0% 0% 
11-20 0 0% 0% 
21-50 2 6% 6% 
51-100 1 4% 4% 
Over 100 7 26% 29% 
Invalid 1 4% 100% 
25 100% 
" 
Value Properties Owned By Value of Properties Owned 
Nil 7 26% 30% 
Less than $1 M 0 0% 0% 
$1-5M 2 6% 9% 
$6-10M 0 0% 0% 
$11-30M 3 12% 13% 
$31-50M 2 6% 9% 
Over$50M 9 36% 39% 
Invalid 2 6% 100% 
, ';:"'--'-.---:---"';~:"....=... 25 100% 
"- L-_" .. :''''~~_L_'JJ.:..r 
No. Properties Leased By Number of Properties Leased 
,----~-----" 
Nil 0 0% 0% 
1-5 6 24% 26% 
6-10 4% 4% 
11-20 2 6% 9% 
21-50 6 24% 26% 
51-100 5 20% 22% 
Over 100 3 12% 13% 
Invalid 2 6% 100% 
25 100% 
~'_'~""'--1_""'~.:L_~_~ Rental Cost Range Lease Rental Range $0 to $26 Million 
20/02/99 96 
Preference to Lease/Own 
Organisation Restructured 
Real Estate Management 
Separate Unit or Person 
Dedicated PM Staff 
RE Unit Restructure (recent) 
RE Staff Change 
20/02/99 
On scale, 1 - lease, 5 - own 
Valid respondents 
Strong preference to lease (1) 
Strong preference to own (5) 
Average 
Median 
Mode 
SD 
'Recent' restructuring 
Valid respondents 
Nil 
Minor 
Major 
Total restructured 
Valid respondents 
Yes 
No 
Invalid 
Valid respondents 
Invalid 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
No PM Staff 
One PM 
One or less 
IlluJlJW 
20 
13 
2 
1.95 
1 
1.468 
IlluJlJW 
25 
4 
7 
14 
25 
21 
IlluJlJW 
24 
13 
11 
25 
23 
2 
25 
5.2826 
1 
0 
70 
0 
14.6759 
11 
2 
13 
Percentage 
65% 
10% 
Percentage 
16% 
28% 
56% 
100% 
84% 
Percentage . 
52% 
44% 
4% 
100% 
48% 
9% 
57% 
APPENDIX 3 
~alid E!lrc!lDlag!l 
54% 
46% 
100% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the highest 2, and reduce the sample to 21, then: 
Average 1.59 
Median 1 
Mode 0 
Highest 7 
Lowest 0 
Sample (with unit or person) 13 
Valid responses 13 
Nil 3 23% 
Minor 5 38% 
Major 5 38% 
13 100% 
Total restructured 10 77% 
Valid responses 13 
Decrease significantly 2 15% 
Decrease slightly 3 23% 
Stayed about the same 7 54% 
Increased slightly 0 0% 
Increased significantly 1 8% 
13 100% 
Total decreased 5 38% 
97 
Qualifications of Respondents 
Respondent Hierarchy 
20/02/99 
Total increased 
Same 7 
8% 
54% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Hjghest RE Qualfficatjon 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
25 
o 
25 
(ie. land economy based - valuation/property managemenVreal esta 
15 
o 
o 
9 
25 
60% 
0% 
4% 
0% 
~ 
100% 
No qualffication directly related to RE Mmt stated 60% 
Note: Other may not include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualffications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
98 
25 
2 
2 
2 
0.816497 
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Government Department Data Summary - Outsourcing 
What Extent 01 Outsourcing? 
Strategy Strategy for outsourcing real estate related tasks 
How Much? (Extent) 
.Mwnb.er: 
Yes 17 
No 7 
Invalid 1 
25 
lIILri!!ml (of the sample of 17) 
Yes 5 
No 10 
Invalid 2 
17 
MorelsameLless than 5 years ago 
More 
Same 
Less 
Invalid 
9 
15 
o 
25 
percentage 
68% 
28% 
4% 
100% 
29% 
59% 
12% 
100% 
36% 
60% 
4% 
0% 
100% 
Valid Percentage 
71% 
29% 
100% 
33% 
67% 
100% 
36% 
60% 
4% 
100% 
APPENDIX 3 
Funher evidence - nme spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing extemal service providers ranked second out of the 15 propeny business activities. 
Outsourcing contracts for periods of 3 years or more 
Yes 
No 
Invalid 
4 
21 
o 
25 
16% 
84% 
0% 
100% 
16% 
84% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing pannerships 
What's being outsourced? 
Functions FreQuency of outsourcing 13 real estate functions (1 Neyer 4 Always 0 NfA) 
lll1In Average As%age Median Mode SD 
Real estate valuations 3.59 86% 4 4 0.85 
ConstructionJfjtout management 3 67% 3 3 1.04 
RM Acl/lown planning 2.95 65% 3 3 
Space layout planning 2.83 61% 3 4 1.09 
Building design 2.83 61% 3 4 1.15 
Procurement of Sites/premises 2.77 59% 3 4 1.31 
Surplus propeny/lease disposal 2.64 55% 3 4 1.18 
Building Act/health & safety compliance 2.55 52% 3 3 1.18 
Feasibility studies/market analysis 2.52 51% 2 2 0.98 
Selection of sites/premises 2.5 50% 2.5 3 1.1 
Facilities Management/maintenance 2.14 38% 2 2 1.04 
Propeny/lease administration 2.04 35% 2 1.08 
Real estate strategic planning 1.86 29% 1.5 1.04 
RE Decis/ons Use Q! iodepem!eot CQoliullaolli 10 [eal eslate deciliiQo makiog 
Valid resp. 
22 
23 
22 
24 
18 
22 
22 
22 
21 
22 
22 
24 
22 
Tested among 7 methods used for real estate decision making, independent conSUltants came third highest in freq 
Rated from 1 never used to 5 always used. 
lll1In Average As %age Median Mode SD Valid resp. 
Non-finanCial factors 4.545 89% 5 5 0.596 22 
Relationship to market value/rental 4.5 88% 5 5 0.827 20 
Independent propeny mgmt consultants 3.727 68% 4 4 1.003 22 
Discounted cash flow techniques 3.323 58% 3 5 1.446 17 
Accounting rate of return/payback period 3.1 53% 3 3 1.372 20 
Consideration of risk diversification 2.944 49% 3 2 1.433 18 
Sale and leaseback analysis 1.882 22% 1.218 17 
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APPENDIX 3 
Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Rarely Always Sometime Often 
6 9 5 
Reasons for Outsourcing 
Why? 
5% 5% 
6 possible reasons ranked 
Valid responses 
Invalid 
!rem. 
27% 41% 
24 
1 
25 
To access skills, technology, best practice 
not available within organisation 
As the service is not core business 
To gain a belter quality of service 
To obtain a more independent service 
To reduce the cost of the service 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
24 
25 
.I':I.u!nll.eI 
Networking/personal contact 18 
Recommendation from associate 12 
Professional affiliations 12 
Advertising 10 
Direct approach (by provider) 8 
Real estate publications 2 
Other 4 
Invalid 1 
22 
23% 
100% 
Weighted 
Average %age 
3.38 27% 
2.29 19% 
2.17 18% 
1.79 14% 
1.29 10% 
1.04 8% 
3% 
99% 
~!l[l;!l[]tag!l 
72% 
48% 
48% 
40% 
32% 
8% 
16% 
4% 
Selection Criteria 13+ other tested for importance (scale 1 not important, 5 extremely important) 
!rem. Average As %age Median 
Relevant past experience 4.48 87% 5 
Quality of assigned employees 4.43 86% 5 
Reputation/references 4.26 82% 4 
Local expertise 3.96 74% 5 
Independence of service 3.88 72% 4 
Existing relationship with provider 3.74 68% 4 
Price 3.58 65% 3 
Project methodology 3.54 64% 4 
Quality of proposal/presentation 3.36 59% 3.5 
National capability 3.17 54% 3 
Breadth of services available 3 50% 3 
Overall 'chemistry' 3 50% 3 
Size of company 2.17 29% 2 
(Other-,%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
!rem. Average As%age Median 
Quality of service provided 4.71 93% 5 
Quality of personnel assigned by provider 4.43 86% 5 
Provider's understanding of your business 4.42 85% 5 
Clarity of objectives prior to outsourcing 4.35 84% 4 
100 
Median Mode SD 
4 5 1.86 
2 3 1.71 
2 1 1.43 
1.56 
0 1.3 
0 1.23 
~Iid ~!l[l;!l[]tag!l (ofrespon 
75% 
50% 
50% 
42% 
33% 
8% 
17% 
Mode SD Valid resp. 
5 0.65 25 
5 0.73 23 
5 0.96 23 
5 0.73 23 
4 0.95 24 
3 1.1 23 
3 0.83 24 
4 1.02 24 
4 1 22 
4 1.23 23 
3 1.27 22 
2 1.48 23 
1 1.03 23 
Mode SD Valid resp. 
5 0.55 24 
5 0.66 23 
5 0.97 24 
5 0.88 23 
..... :-_ .•.. 
--
Past success 
Responsiveness of service provider 4.26 82% 
Retention of ultimate control 4.23 81% 
Communication/interface between the panie 4.13 78% 
Full analysis of costs prior to outsourcing 4.09 77% 
Well developed service level agreement 4.05 76% 
Cost savings achieved 3.88 72% 
Effective performance measurement tools 3.78 70% 
Well planned transition of services 3.6 65% 
Performance based fee structures 3.35 59% 
Acceptance of outsourcing by your staff 2.95 49% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Wilhdrawn to jntemal provjsjO!l 
Sample 
Yes 
No 
Invalid 
16 
3.56 
64% 
3.5 
3 
0.96 
.Mu.u!l!llJ: 
0 
2 
6 
5 
3 
16 
~ 
22 
4 
18 
3 
25 
E!u~e!l!age 
0% 
13% 
38% 
31% 
19% 
100% 
Eercenlage 
16% 
72% 
12% 
100% 
4 
5 
4 
4 
4 
4 
4 
4 
3 
3 
5 
5 
4 
4 
S. 
3 
4 
3 
4 
2 
Valid percentage 
18% 
82% 
100% 
APPENDIX 3 
0.75 23 
0.97 22 
0.95 24 
0.87 22 
1.02 21 
0.85 24 
1.17 23 
1.05 20 
1.19 23 
1.4 22 
Skills and Attributes Required (Individuals) 
Skills 11 + other individuaVpersonal skills/criteria tested for imponance (scale 1 -5, 1 not imponant, 5 extremely imponan 
llilm Average As %age Median Mode SD Valid resp. 
Depth of experience in propeny 4.25 81% 4.5 5 0.94 24 
Understanding of your organisation 4.13 78% 4 5 1.03 24 
Negotiation skills 4 75% 4 5 1.21 23 
Market knowledge 3.96 74% 4 4 1.12 24 
Breadth of skills 3.77 69% 4 3 1.07 22 
Knowledge of business mgmt. principles 3.71 68% 4 4 0.85 21 
Market analysis skills 3.7 67% 4 5 1.33 23 
Presentation skills 3.39 60% 3 3 1.16 23 
Strategic management skills 3.27 57% 3 3 1.35 22 
Formal propeny qualifications 3.13 53% 3 3 0.9 24 
Investment analysis skills 2.38 35% 2 2 1.16 21 
(Other responses, knowledge of public land legislation) 
Attributes 11 + other personal work attributes tested for imponance (scale 1 -5 , 1 imponant, 5 extremely imponant) 
llilm Average As %age Median Mode SD Valid resp. 
Accuracy/thoroughness 4.63 91% 5 5 0.58 24 
Sound judgement 4.46 86% 5 5 0.93 24 
Timeliness/responsiveness 4.29 82% 4 4 0.75 24 
Confidentiality 4.21 80% 5 5 1.18 24 
Overall professionalism 4.17 79% 4 4 0.92 24 
Positive attitude/commitment 4.13 78% 4 4 0.92 23 
Problem solving ability 4.08 77% 4 5 1.02 24 
Communication skills 3.88 72% 4 4 0.99 24 
Lateral thinking/creativity 3.83 71% 4 5 1.13 24 
Adaptability 3.75 69% 4 4 1.03 24 
Ability to work in teams 3.35 59% 3 3 1.15 23 
(Other responses ). 
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SOE/Agency Data Summary - General 
Total Number 197 
Ownership By Ownershjp Nu.mIl!ll E'!uc!l!ltag!l 
Government Department 25 13% 
SOE/Agency 38 38 19% 
T/R Authority 55 28% 
Public Company 34 17% 
Private Company 36 18% 
.'_._-'::_C~_''-''.'.JJJ Not for Profit Organisations 9 5% 
'_-_"J_','." ".' 197 100% 
.·.·.--·-·.·.·~·.·····I 
Sector ~ .MwnIl!ll E'!lrc!l!ltag!l 
.-:::.:':7:'.:..:..~'~,- ,-,-i Primary 8 4 4% .r~_·!.L.·_·.·_·~_-.J1 
Manufacturing 12 6% 
Energy 17 3 9% 
Wholesaling 6 3% 
Retailing 9 5% 
Transport 15 5 8% 
Communications 5 3% 
Finance/Insurance/Banking 15 2 8% 
Central Government 25 1 13% 
".".--"'."."."'"."'"0 Territorial/Regional Government 53 27% 
:.,.:-.:.~ -~,:.~.~<. >:. Education 10 10 5% 
Health 13 12 7% 
Not tor prom 9 5% 
197 100% 
.. 
Size ~ .MwnIl!ll E'!lrc!l!ltag!l ~alid E'!lrc!l!llaga 
Staff Staff Employed 
1-10 0 0% 0% 
11-20 2 5% 5% 
21-50 0 0% 0% 
51-100 2 5% 5% 
101-200 4 11% 11% 
201-500 10 26% 27% 
Over 500 19 50% 51% 
Invalid 3% 100% 
38 100% 
No. Properties Owned By Number of Properties Owned 
:._.'.".o""C'-.' 
Nil 5 13% 14% 
1-5 7 18% 19% 
6-10 3 8% 8% 
11-20 2 5% 6% 
21-50 7 18% 19% 
51-100 4 11% 11% 
Over 100 8 21% 22% 
~- :-.... '.'_ .. ' .. _,- ~ Invalid 2 5% 100% 
38 100% 
Value Properties Owned By Value of Properties Owned 
Nil 5 13% 14% 
Less than $1 M 3% 3% 
$1-5M 2 5% 6% 
$6-10M 3 8% 9% 
$11-30M 9 24% 26% 
$31-50M 3% 3% 
Over$50M 14 37% 40% 
Invalid 3 8% 100% 
;_:,:~~",,,,,::,:: ... :;o!---,,,",,,,~ 38 100% 
L_'~._,.I.'_'.'._ .... _.' 
No. Properties Leased By Number of Properties Leased 
Nil 0 0% 0% 
1-5 16 42% 46% 
6-10 9 24% 26% 
11-20 5 13% 14% 
21-50 3 8% 9% 
51-100 2 5% 6% 
Over 100 0 0% 0% 
Invalid 3 8% 100% 
38 100% 
;'.~~~-~-~-~""~~'-.. ~ 
Rental Cost Range Lease Rental Range $0 to $5 Million 
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Preference to Lease/Own 
Organisation Restructured 
.~--"-.""-.. -":--."-~~ 
._-~~ ::r: . .:~_-_~_~ 
.--~- ... --..... --.:-~ .. " 
Real Estate Management 
Separate Unit or Person 
---_.-
'.' -~-.-.-, ....... -'- ,'.' 
Dedicated PM Staff 
J_ •••• -_-, •• -•• _ .•.•. 
RE Unit Restruclure (recent) 
.:_-_-_-.r_._--"~-_ ...... , 
RE Staff Change 
.: . 
On scale, 1 - lease, 5 - own 
Valid respondents 
Strong preference to lease (1) 
Strong preference to own (5) 
Average 
Median 
Mode 
SD 
'Recent' restructuring 
Valid respondents 
Nil 
Minor 
Major 
Total restructured 
Valid respondents 
Yes 
No 
Invalid 
Valid respondents 
Invalid 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
No PM Staff 
One PM 
One or less 
Note: 
l'!l.!lnbeI: 
38 
10 
7 
3 
3 
3 
1.41 
.f!IUmIl!ll 
38 
2 
13 
23 
38 
36 
.f!IUmIl!ll 
37 
23 
14 
1 
38 
36 
2 
38 
2.05 
1 
o 
20 
o 
3.61 
13 
10 
23 
Ee[l;eotage 
26% 
18% 
~~[cfimtatU3 
5% 
34% 
61% 
100% 
95% 
Eerceotage 
61% 
37% 
3% 
100% 
36% 
28% 
64% 
If we take out the highest 5, and reduce the sample to 179, then: 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
Sample (with unit or person) 
Valid responses 
Nil 
Minor 
Major 
Total restructured 
Valid responses 
Decrease significantly 
Decrease slightly 
Stayed about the same 
Increased slightly 
Increased significantly 
Total decreased 
103 
22 
5 
8 
9 
22 
17 
23 
5 
7 
8 
2 
23 
12 
23% 
36% 
41% 
100% 
77% 
22% 
30% 
35% 
9% 
4% 
100% 
52% 
APPENDIX 3 
Valid Ee[l;eotage 
62% 
38% 
100% 
Qualifications of Respondents 
r," _r r " • .:: ____ ."_~'."'_I 
"-'.'~".'-'..: ... '~--: 
Respondent Hierarchy 
Total increased 
Same 
3 
8 
13% 
35% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
38 
o 
38 
(ie. land-economy based - valuation/property managemenVreal esta 
25 
4 
7 
38 
66% 
3% 
11% 
3% 
~ 
100% 
No qualification directly related to RE Mmt stated 66% 
Note: Other may not Include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
104 
38 
1.68 
2 
0.74 
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SOE/Agency Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy Strategy for outsourcing real estate related tasks 
Ml!Jn!lli Percentage Valid Percentage 
Yes 20 53% 54% 
No 17 45% 46% 
Invalid 1 3% 100% 
38 100% 
Wtll!en (of the sample of 20) 
Yes 3 15% 19% 
No 13 65% 81% 
Invalid 4 20% 100% 
20 100% 
How Much? (Extent) More/sameness than 5 years ago 
More 19 50% 56% 
Same 13 34% 38% 
Less 2 5% 6% 
Invalid 4 11% 100% 
38 100% 
Further evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked third out of the 15 property business activnies. 
Outsourcing contracts for periods of 3 years or more 
Yes 
No 
Invalid 
10 
26 
2 
38 
26% 
68% 
5% 
100% 
28% 
72% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing partnerships 
What's being outsourced? 
Functions FreQuency of outsourcjng 13 real estate functions 11 Never 4 Always 0 N/A) 
Ilmn Average As %age Median Mode SO 
Real estate valuations 3.59 86% 4 4 0.66 
Building design 3.23 74% 4 4 1.12 
Construction/fitout management 2.85 62% 3 3 1.06 
RM AcV!own planning 2.82 61% 3 3 0.9 
Space layout planning 2.74 58% 3 2 0.99 
Surplus property/lease disposal 2.66 55% 3 2 0.94 
Procurement of sites/premises 2.46 49% 2 2 1.01 
Feasibility studies/market analysis 2.39 46% 2 3 0.92 
Facilities ManagemenVmaintenance 2.29 43% 2 3 1.07 
Building AcVhealth & safety compliance 2.23 41% 2 2 0.97 
Selection of sites/premises 2.22 41% 2 2 0.87 
Property/lease administration 1.94 31% 2 0.93 
Real estate strategic planning 1.59 20% 1 0.68 
RE Decisions Use of Independent consultants in real estate decjsion making 
Valid resp. 
34 
31 
33 
34 
34 
32 
35 
31 
35 
35 
32 
33 
29 
Tested among 7 methods used for real estate decision making, independent conSUltants came fourth (mid·point) i 
Rated from 1 never used to 5 always used. 
Ilmn Average As%age Median Mode SO Valid resp. 
Non-financial factors 4.12 78% 4 4 0.78 33 
Relationship to market value/rental 3.8 70% 4 5 1.18 30 
Discounted cash flow techniques 3.56 64% 4 5 1.25 30 
Independent property mgmt consultants 3.27 57% 3 3 0.97 33 
Accounting rate of return/payback period 3.24 56% 3 3 1.27 29 
Sale and leaseback analysis 3 50% 3 4 1.33 27 
ConSideration of risk diversification 2.64 41% 2 2 1.19 28 
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Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Rarely Sometime Often Always 
6 12 11 3 
Reasons for Outsourcing 
Why? 
3% 18% 
6 possible reasons ranked 
Valid responses 
Invalid 
!!em 
36% 33% 
34 
4 
38 
To access skills, technology, best practice 
not available within organisation 
To gain a better quality of service 
As the service is not core business 
To obtain a more independent service 
To reduce the cost of the service 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
Networking/personal contact 
Recommendation from associate 
Advertising 
Professional affiliations 
Direct approach (by provider) 
Real estate publications 
Other 
Invalid 
36 
2 
38 
~ 
26 
22 
17 
16 
15 
o 
3 
2 
33 
9% 
100% 
Weighted 
Average %age 
3.74 27% 
2.68 19% 
2.26 16% 
1.82 13% 
1.79 13% 
1.41 10% 
2% 
100% 
Percentage 
68% 
58% 
45% 
42% 
39% 
0% 
8% 
5% 
Selection Criteria 13+ other tested for importance (scale 1 not important, 5 extremely important) 
!!em Average As %age Median 
Quality of assigned employees 4.42 85% 4.5 
Relevant past experience 4.24 81% 4 
Reputation/references 3.86 72% 4 
Local expertise 3.7 68% 4 
Quality of proposal/presentation 3.67 67% 4 
Existing relationship with provider 3.57 64% 3 
Price 3.43 61% 4 
Overall 'chemistry' 3.32 58% 3 
Project methodology 3.32 58% 3 
Breadth of services available 3.31 58% 3 
Independence of service 3.27 57% 3 
National capability 2.43 36% 3 
Size of company 2.43 36% 2 
(Other-, %) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
!!em Average As %age Median 
Quality of service provided 4.65 91% 5 
Quality of personnel assigned by provider 4.42 85% 4 
Communication/interface between the partie 4.38 84% 5 
Provider's understanding of your business 4.3 82% 4 
106 
Median Mode SD 
4 5 1.6 
3 3 1.32 
2 1.71 
2 2 1.42 
1.5 1 1.45 
0 1.46 
Valid Percentage (of respon 
72% 
61% 
47% 
44% 
42% 
0% 
8% 
Mode SD Valid resp. 
5 0.65 36 
4 0.76 37 
4 0.75 37 
4 0.85 37 
3 0.89 36 
3 1.01 37 
4 0.96 37 
4 1.13 37 
3 0.94 37 
3 0.89 36 
3 0.87 37 
3 1.17 37 
2 1.04 37 
Mode SD Valid resp. 
5 0.54 37 
4 0.55 36 
5 0.72 37 
5 0.81 37 
.~.~ ':;-" '-~~' -~.-----.'-
..:.-_-_-'":~~ .... :o__.:J 
.,.,.--" ...... __ .. ' 
.. - . ',', - . ~ --
Past success 
Clarity of objectives prior to outsourcing 4.19 80% 
Responsiveness of service provider 4.16 79% 
Retention of ultimate control 3.97 74% 
Cost savings achieved 3.89 72% 
Well developed service level agreement 3.78 69% 
Effective performance measurement tools 3.67 67% 
Well planned transition of services 3.67 67% 
Full analysis of costs prior to outsourcing 3.67 67% 
Performance based fee structures 3.36 59% 
Acceptance of outsourcing by your staff 3 50% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Wjthdrawo to iotemal provision 
Sample 
Yes 
No 
Invalid 
30 
3.73 
68% 
4 
4 
0.83 
.I'!I.U!nIlllI: 
0 
3 
6 
17 
4 
30 
t:lJ.IJ:n!w 
29 
2 
27 
9 
38 
E'erceotage 
0% 
10% 
20% 
57% 
13% 
100% 
E'ercentage 
5% 
71% 
24% 
100% 
4 
4 
4 
4 
4 
4 
4 
4 
3.5 
3 
4 
4 
3 
4 
4 
4 
4 
3 
4 
3 
Valid percentage 
7% 
93% 
100% 
APPENDIX 3 
0.67 36 
0.69 37 
0.87 37 
0.97 37 
0.87 36 
0.76 36 
0.86 36 
0.99 36 
1.15 36 
1.15 36 
Skills and Attributes Required (Individuals) 
Skills 11 + other individual/personal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
Il.em Average As%age Median Mode SD Valid resp. 
Understanding of your organisation 4.16 79% 4 4 0.55 37 
Depth of experience in property 4.08 77% 4 4 0.68 37 
Market knowledge 3.92 73% 4 5 1.14 37 
Negotiation skills 3.89 72% 4 4 0.88 37 
Market analysis skills 3.73 68% 4 4 1.07 37 
Breadth of skills 3.68 67% 4 4 0.67 37 
Presentation skills 3.54 64% 4 4 0.73 37 
Knowledge of business mgmt. principles 3.54 64% 4 4 0.8 37 
Strategic management skills 3.28 57% 3 3 0.92 37 
Formal property qualifications 3.03 51% 3 3 0.83 37 
Investment analysis skills 2.92 48% 3 2 1.18 36 
(Other responses (2) - Listening skills, knowledge of public land legislation) 
Attributes 11 + other personal work attributes tested for Importance (scale 1 -5 , 1 important, 5 extremely important) 
Il.em Average As%age Median Mode SD Valid resp. 
Accuracy/lhoroughness 4.43 86% 5 5 0.69 37 
Timeliness/responsiveness 4.38 84% 5 5 0.76 37 
Confidentiality 4.27 82% 5 5 1.04 37 
Sound judgement 4.19 80% 4 4 0.7 37 
Overall professionalism 4.14 80% 4 4 0.86 37 
Positive attitude/commitment 4.16 79% 4 5 0.96 37 
Problem solving ability 4.19 78% 4 4 0.78 37 
Communication skills 4.05 76% 4 4 0.88 37 
Adaptability 3.92 73% 4 4 0.72 37 
Lateral thinking/creativity 3.84 71% 4 4 0.93 37 
Ability to work In teams 3.38 59% 4 4 1.23 37 
(Other responses) 
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T A/RA Data Summary - General 
• r·~- .. --":.:~:~_.--,,=--,_. 
Total Number 197 
Ownership By Ownership .Mw:nb.er E'erceotage 
Government Department 25 13% 
SOE/Agency 38 19% 
T/R Authority 55 55 28% 
Public Company 34 17% 
Private Company 36 18% 
,.!'-... ...; . ..:---.-~-...:-•. :.,:. 
Not for Profit Organisations 9 5% 
197 100% 
'-'---'-"'=-~"~'<''''-'"-.'-
Sector ~ l:fum!le[ E'e[ceolage 
~---,-,,"", ... -. ---~.'-""-.-. Primary 8 4% 
":P'.-• ..-'L.' •• -_":' 
Manufacturing 12 6% 
Energy 17 2 9% 
Wholesaling 6 3% 
Retailing 9 5% 
Transport 15 8% 
Communications 5 3% 
Finance/lnsurancelBanking 15 8% 
Central Government 25 13% 
.j", •.•.•• --. Territorial/Regional Government 53 53 27% 
•••• '0 ...... _._~_._-_" Education 10 5% 
Health 13 7% 
Not for Profit 9 5% 
197 100% 
Size ~ .Murnl!!ll E'erceotage lllIlid E'eU:llolagll 
Staff Staff Employed 
1-10 2% 2% 
11-20 2% 2% 
21-50 11 20% 21% 
51-100 11 20% 21% 
101-200 15 27% 29% 
201-500 9 16% 17% 
Over 500 4 7% 8% 
Invalid 3 5% 100% 
55 100% 
No. Properties Owned By Number of Properties Owned 
Nil 2% 2% 
1-5 2 4% 4% 
6-10 2 4% 4% 
11-20 3 5% 5% 
21-50 2 4% 4% 
51-100 10 18% 18% 
Over 100 35 64% 64% 
...... ,,- ~----'-.-... Invalid 0 0% 100% 
55 100% 
Value Properties Owned By Value of Properties Owned 
Nil 2% 2% 
Less than $1 M 2 4% 4% 
$1-5M 6 11% 12% 
$6-10M 7 13% 13% 
$11-30M 11 20% 21% 
$31-50M 5 9% 10% 
Over$50M 20 36% 38% 
Invalid 3 5% 100% 
-_-_""'"L.'"""_-... _ ..... _-:..~_"'...J 55 100% 
.~ . .; .:~. ~:-'- ~-...; -', 
No. Properties Leased By Number of Properties Leased 
Nil 6 11% 11% 
1-5 17 31% 32% 
6-10 5 9% 9% 
11-20 3 5% 6% 
21-50 9 16% 17% 
51-100 4 7% 8% 
Over 100 9 16% 17% 
Invalid 2 4% 100% 
55 100% 
~ .. ~.:-~:--••• ,'\" 'p',..'.-" 
Rental Cost Range Lease Rental Range $0 to $20 Million 
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Preference to Lease/Own On scale, 1 - lease, 5 - own 
N!JInbl1r E!'1[l;!'1o!ag!'1 
Valid respondents 55 
Strong preference to lease (1) 2 4% 
Strong preference to own (5) 19 35% 
Average 4 
Median 4 
Mode 4 
SO 0.981 
Organisation Restructured 'Recent' restructuring 
~ EIl[l;llotagll 
Valid respondents 55 
I.::E":~·_-A·_"-·_-"::;". 
Nil 3 5% 
•. -i.>:._-: __ '>~:<--' Minor 20 36% 
Major 32 58% 
-:_~:-':':':'~:->:;~i 55 100% 
_--:-_'J~~:"-_'-"-'"_" 
Total restructured 52 95% 
Real Estate Management 
Separate Unit or Person ~ EIl[l;llo!age Valid EIl[l;llotaQ!'1 
Valid respondents 55 
-.-.-.-.-.-. 
Yes 38 69% 69% 
No 17 31% 31% 
Invalid 0 0% 100% 
55 100% 
Dedicated PM Staff Valid respondents 55 
Invalid 0 
55 
Average 3.013 
Median 2 
Mode 0 
Highest 40 
Lowest 0 
SO 5.86 
No PM Staff 17 31% 
.-~~ --_. " .-,...~, One PM 5 9% 
One or less 22 40% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the largest (40), then: 
-.:-":'" Average 2.3287 
Median 2 
Mode 0 
Highest 13 
Lowest 0 
SO 
RE Unit Restructure (recent) Sample (with unit or person) 
Valid responses 39 
Nil 8 21% 
Minor 15 38% 
~':';-_'':'~.'..r...'':;'':~ Major 16 41% 
;:-._.:--: • .F .... ::..'_'",:,>!! 
39 100% 
_. -- ... _--_.-
Total restructured 31 79% 
RE Staff Change Valid responses 
Decrease significantly 8 21% 
Decrease slightly 7 18% 
Stayed about the same 12 31% 
Increased slightly 11 28% 
Increased significantly 3% 
:"'_£_.-... -.• -••••• -.~; 39 100% 
Total decreased 15 38% 
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Qualifications of Respondents 
'.' .~.~. :-~-'._'<.-. 
Respondent Hierarchy 
Total increased 
Same 
12 
12 
31% 
31% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
54 
1 
55 
(ie. land economy based - valuation/property managemenVreal esta 
26 
3 
11 
o 
14 
54 
46% 
6% 
20% 
0% 
~ 
100% 
No qualification directly related to RE Mmt stated 46% 
Note: Other may not include many accountants etc. who are included In nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
110 
54 
1.962 
2 
2 
0.645 
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TAIRA Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy 
How Much? (Extent) 
Strategy for outsourcing real estate related tasks 
N.u.mb.eI: Percentage Valid Percentage 
Yes 33 60% 60% 
No 22 40% 40% 
Invalid 0 0% 100% 
55 100% 
lI':lrilli!n (of the sample of 33) 
Yes 11 33% 37% 
No 19 56% 63% 
Invalid 3 9% 100% 
33 100% 
MO[llllla!DllaIlSS Iban 5 Ylla[S agQ 
More 20 36% 36% 
Same 29 53% 53% 
Less 6 11% 11% 
Invalid 0 0% 100% 
55 100% 
Further evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked seventh out of the 15 property business activities. 
Outsourcing contractll for pe[iodll of 3 Y!la[s Qr more 
Yes 
No 
Invalid 
12 
43 
o 
55 
22% 
76% 
0% 
100% 
22% 
76% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing partnerships 
What's being outsourced? 
Functions 
RE Decisions 
FreQll!lncy of QUISQlJ[cing 13 [eal elltate functions C1 NIlVe[ 4 Alwayll 0 - NIAI 
II.!lm Average As%age Median Mode SD Valid resp. 
Real estate valuations 3.56 65% 4 4 0.63 55 
Building design 2.62 61% 3 4 1.02 55 
Construction/fitout management 2.57 52% 2 2 0.99 55 
Building Ac!/health & safety compliance 2.3 43% 2 2 1.07 53 
Surplus property/iease disposal 2.27 42% 2 2 0.96 55 
RM Act/lown planning 2.19 40% 2 2 0.96 53 
Feasibility studies/market analysis 2.16 39% 2 2 0.66 51 
Space layout planning 2.02 34% 2 1 0.94 54 
Facilities Management/maintenance 2 33% 2 2 0.96 53 
Procurement of sites/premises 1.95 32% 2 2 0.91 55 
Selection of sites/premises 1.72 24% 2 2 0.73 52 
Real estate strategic planning 1.57 19% 0.63 51 
Property/iease administration 1.57 19% 0.64 53 
Use of independent conllullantll In real Ilstate decillion making 
Tested among 7 methods used for real estate decision making, independent consultants came third highest in freq 
Rated from 1 never used to 5 always used. 
II.!lm Average As%age Median Mode SD Valid resp. 
Relationship to market value/rental 4.06 77% 4 4 0.63 50 
Non-financial factors 3.76 69% 4 4 0.62 45 
Indepen<!ent property mgmt conSUltants 3.3 57% 3 3 0.96 47 
Accounting rate of return/payback period 2.95 49% 3 3 0.99 46 
Discounted cash flow techniques 2.6 45% 3 3 1.17 41 
Consideration of risk diversification .2.49 37% 2 2 1.05 41 
Sale and leaseback analysis 2.35 34% 2 2 1.15 43 
Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Rarely Sometime Often Always 
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Reasons for Outsourcing 
Why? 
8 
2% 17% 
6 possible reasons ranked 
Valid responses 
Invalid 
Jlem 
20 
43% 
12 
26% 
52 
3 
55 
To access skills, technology, best practice 
not avaiiable within organisation 
To obtain a more independent service 
As the service is not core business 
To provide greater flexibility in staff resources 
To gain a better quality of service 
To reduce the cost of the service 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
54 
1 
55 
Nurnl!er 
Networking/personal contact 47 
Professional affiliations 29 
Recommendation from associate 27 
Direct approach (by provider) 25 
Advertising 18 
Real estate publications 3 
Other 3 
Invalid 1 
6 
47 
13% 
100% 
Average 
3.42 
2.33 
2.12 
2 
1.98 
1.6 
EIl[l;Il!ltagll 
85% 
53% 
49% 
45% 
33% 
5% 
5% 
2% 
Weighted 
%age 
25% 
17% 
16% 
15% 
15% 
12% 
0% 
100% 
Selection Criteria 13+ other tested for importance (scale 1 not important, 5 extremely important) 
Jlem Average As %age Median 
Relevant past experience 4.26 82% 4 
Quality of assigned employees 4.23 81% 4 
Local expertise 3.88 72% 4 
Reputation/references 3.75 69% 4 
Existing relationship with provider 3.65 66% 4 
Independence of service 3.57 64% 4 
Project methodology 3.49 62% 3 
Quality of proposaVpresentation 3.42 60% 4 
Price 3.35 59% 3 
Breadth of services avaiiable 2.98 50% 3 
Overall 'chemistry' 2.94 49% 3 
Size of company 2.4 35% 3 
National capability 2.08 27% 2 
(Other- ,%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
Jlem Average As %age Median 
Quality of service provided 4.42 85% 4 
Responsiveness of service provider 4.27 82% 4 
Provide~s understanding of your business 4.24 81% 4 
Quality of personnel assigned by provider 4.22 80% 4 
Communication/interface between the partie 4.07 77% 4 
Clarity of objectives prior to outsourcing 4.07 77% 4 
Retention of ultimate control 3.98 75% 4 
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Median Mode SD 
4 5 1.56 
2 1 1.73 
2 4 1.63 
2 1.62 
1.46 
1.49 
llalid E!1[l;!1!llag!1 (ofrespon 
87% 
54% 
50% 
46% 
33% 
6% 
6% 
Mode SD Valid resp. 
4 0.59 53 
4 0.64 53 
4 0.96 53 
4 0.96 53 
4 1.1 54 
4 0.99 53 
3 0.8 53 
4 0.84 53 
3 0.84 53 
3 0.99 53 
3 1.08 53 
3 0.84 53 
2 0.92 53 
Mode SD Valid resp. 
5 0.63 55 
4 0.65 55 
4 0.74 55 
4 0.6 55 
4 0.6 55 
4 0.81 55 
4 0.86 54 
-';~:':-:-:'-=<::<-~:'I 
-..;!'.·*·-·-~-'''':-'_-_''I 
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.0".''':' ____ ., 
•........ -.... ~ .. --... , 
Past success 
Full analysis of costs prior to outsourcing 3.71 68% 
Well developed service level agreement 3.69 67% 
Effective perfonnance measurement tools 3.65 66% 
Cost savings achieved 3.62 65% 
Well planned transition of services 3.58 65% 
Performance based fee structures 3.35 59% 
Acceptance of outsourcing by your staff 3.33 58% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Withdmwo to iotllmal provision 
Sample 
Yes 
No 
Invalid 
41 
3.829 
71% 
4 
4 
0.8 
lli!ln!l.eI: 
0 
3 
8 
23 
7 
41 
9 
37 
9 
55 
~1l[Cllo!agll 
0% 
7% 
20% 
56% 
17% 
100% 
Percentage 
16% 
67% 
16% 
100% 
4 
4 
4 
4 
3 
3 
3 
3 
4 
4 
3 
3 
3 
4 
Valid pe[Centagll 
20% 
80% 
100% 
APPENDIX 3 
0.79 55 
0.9 55 
0.91 55 
0.83 55 
0.85 55 
0.93 55 
1.07 55 
Skills and Attributes Required (Individuals) 
Skills 11 + other individuaVpersonal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
!!em Average As%age Median Mode SD Valid resp. 
Depth of experience in property 4.23 81% 4 4 0.55 52 
Market knowledge 4.05 76% 4 4 0.88 52 
Understanding of your organisation 3.88 72% 4 4 0.78 52 
Breadth of skills 3.65 66% 4 4 0.88 52 
Market analysis skills 3.58 64% 4 4 0.96 52 
Negotiation skills 3.56 64 4 4 1.02 52 
Presentation skills 3.52 63% 4 4 0.8 52 
Knowledge of business mgmt. principles 3.35 59% 3 3 1.03 52 
Strategic management skills 3.15 54% 3 4 1.02 52 
Formal property qualifications 3.06 51% 3 3 1.16 52 
Investment analysis skills 2.92 48% 3 4 1.18 50 
(Other responses - ) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
I!!lm Average As%age Median Mode SD Valid resp. 
Confidentiality 4.37 84% 5 5 0.76 53 
Accuracy/lhoroughness 4.32 83% 4 4 0.64 53 
Timeliness/responsiveness 4.3 83% 4 4 0.67 53 
Sound judgement 4.23 81% 4 4 0.58 53 
Overall professionalism 4.17 79% 4 4 0.71 52 
Positive attitude/commitment 4.11 78% 4 4 0.78 53 
Communication skills 4.06 76% 4 4 0.75 52 
Lateral thinking/creativity 3.87 72% 4 4 0.71 53 
Problem solving ability 3.81 70% 4 4 0.88 53 
Adaptability 3.79 70% 4 4 0.82 53 
Ability to work in teams 3.55 64% 3 3 0.97 53 
(Other responses - ) 
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Public Company Data Summary - General 
Total Number 197 
Ownership By Ownership l'l.w.nb.er ~!l[~!lotag!l 
Government Department 25 13% 
SOE/Agency 38 19% 
T/R Authority 55 28% 
Public Company 34 34 17% 
Private Company 36 18% 
Not for Profit Organisations 9 5% 
197 100% 
Sector ~ l'l.w.nb.er ~!l[~eDlage 
Primary 2 8 4% 
Manufacturing 7 12 6% 
Energy 5 17 9% 
Wholesaling 2 6 3% 
Retailing 5 9 5% 
Transport 5 15 8% 
Communications 2 5 3% 
Finance/lnsurance/Ba 5 15 8% 
Central Government 25 13% 
Territorial/Regional Government 53 27% 
Education 10 5% 
Health 13 7% 
Not for Profit 9 5% 
197 100% 
Size ~ l'l.w.nb.er ~!l[l;!lotag!l Valid ~!l[l;eotag!l 
Staff Staff Employed 
1-10 0 0% 0% 
11-20 3% 3% 
21-50 3% 3% 
51-100 3 9% 9% 
101-200 2 6% 6% 
201-500 8 24% 24% 
Over 500 18 53% 55% 
Invalid 3% 100% 
34 100% 
No. Properties Owned By Number of Properties Owned 
Nil 3% 3% 
---'.'--" 
1-5 8 24% 25% 
6-10 4 12% 13% 
11-20 7 21% 22% 
21-50 3 9% 9% 
51-100 4 12% 13% 
Over 100 5 15% 16% 
Invalid 2 6% 100% 
34 100% 
Value Properties Owned By Value of Properties Owned 
Nil 3% 3% 
Less than $1 M 0 0% 0% 
$1-5M 4 12% 13% 
$6-10M 5 15% 16% 
$11-30M 6 18% 19% 
$31-50M 3 9% 10% 
Over$50M 12 35% 39% 
Invalid 3 9% 100% 
34 100% 
No. Properties Leased By Number of Properties Leased 
Nil 0 0% 0% 
1-5 6 18% 18% 
6-10 5 15% 15% 
11-20 7 21% 21% 
21-50 2 6% 6% 
51-100 5 15% 15% 
Over 100 8 24% 24% 
Invalid 3% 100% 
34 100% 
Rental Cost Range Lease Rental Range $0 to $35 Million 
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;.. ... '-"." . .: ~. ";:"'-..1 Preference to Lease/Own On scale, 1 - lease, 5 - own 
tllim!W Ee[Ceolage 
"'-"; Valid respondents 34 
Strong preference to lease (1) 12 35% 
_-~~"'J_""'-":""~~:".'..oi Strong preference to own (5) 6 18% 
Average 2.62 
Median 2.5 
Mode 1 
SD 1.52 
Organisation Restructured 'Recent' restructuring 
.Ml.imb.!lI Een:eotage 
Valid respondents 33 
.~':--:--:-~-..... ~~>::.-_~-<"1 
Nil 4 12% 
-.. : Minor -_.\.. .... _._._-.. --.... , 12 36% 
Major 17 52% 
.-. -.' ~-.-'.-.• ,",y.-., 33 100% 
.• -._~«_~c".! 
Total restructured 29 88% 
Reat Estate Management 
Separate Unit or Person .Ml.imb.!lI Een:eotage lialid Een:!lOlage 
Valid respondents 
- .. ~:-----.-~-~-
Yes 21 62% 66% 
No 11 32% 34% 
Invalid 2 6% 100% 
34 100% 
Dedicated PM Staff Valid respondents 31 
Invalid 3 
34 
Average 2.47 
Median 1 
Mode 0 
Highest 19 
Lowest 0 
SD 3.97 
No PM Staff 11 35% 
... _ .. _----. One PM 7 23% 
One or less 18 58% 
'-""'-"--"", 
RE Unit Restructure (recent) Sample (with unit or person) 
Valid responses 21 
Nil 7 33% 
Minor 6 29% 
;:.-:....-:-...:,.<.-C-::-.:,~ Major 8 38% 
'_,; •. ~_:", __ .''''-.J 21 100% 
Total restructured 14 67% 
RE Staff Change Valid responses 21 
Decrease significantly 8 38% 
Decrease slightly 2 10% 
Stayed about the same 7 33% 
Increased slightly 2 10% 
Increased significantly 2 10% 
,"..---~.-...~"\.""--....... ' 21 100% 
Total decreased 10 48% 
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Qualifications of Respondents 
Respondent Hierarchy 
Total increased 
Same 
4 
7 
19% 
33% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE In the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
34 
o 
34 
(ie. land economy based - valuation/property managemenVreal esta 
22 
o 
8 
3 
34 
65% 
0% 
24% 
3% 
~ 
100% 
No qualification directly related to RE Mmt stated 65% 
Note: Other may not include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
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2 
1 
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Public Company Data Summary - Outsourcing. 
What Extent of Outsourcing? 
Strategy 
How Much? (Extent) 
Strategy for outsourcing real estate related tasks 
~ EeU~eDlaga ~lig EIl[l;IlDtagll 
Yes 22 65% 67% 
No 11 32% 33% 
Invalid 1 3% 100% 
34 100% 
Wl:ilmn (of the sample of 22) 
Yes 10 45% 53% 
No 9 41% 47% 
Invalid 3 14% 100% 
22 100% 
Morelsamllfl!lss than 5 years ago 
More 14 41% 44% 
Same 16 47% 50% 
Less 2 6% 6% 
Invalid 2 6% 100% 
34 100% 
Funher evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked sixth equal out of the 15 propeny business activities. 
Outsourcing contracts for Pllrjogs of 3 years or more 
Yes 
No 
Invalid 
4 
29 
34 
12% 
65% 
3% 
100% 
12% 
66% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing pannerships 
What's being outsourced? 
Functions FreQuency of outsou[l;ing 13 real estatll functions 11 Nllvllr 4 Always 0 - NIA) 
RE DecIsIons 
lliilll Average As%age Median Mode SD Valid resp. 
Real estate valuations 3.61 67% 4 4 0.62 31 
Building design 2.97 66% 3 4 0.93 32 
Construction/frtout management 2.94 65% 3 3 0.66 32 
Surplus propeny/lease disposal 2.56 53% 3 2 1.00 33 
RM AcV!own planning 2.56 52% 2 2 0.66 32 
Building Acl/health & safety compliance 2.46 49% 2 2 1.06 33 
Procurement of sites/premises 2.47 49% 2.5 3 0.92 32 
Space layout planning 2.31 44% 2 2 1.09 32 
Facilities ManagemenVmaintenance 2.29 43% 2 2 1.10 31 
Feasibility studies/market analysis 2.16 39% 2 2 0.69 31 
Selection of sites/premises 1.90 30% 2 2 0.63 31 
Propeny/lease administration 1.73 24% 0.98 33 
Real estate strategic planning 1.63 21% 0.65 30 
! !Sfl !If imIIlPfl[]de[]1 !;.Q!lsulla!lls i!l [!lal estalll decisi!l!l rnaki!lg 
Tested among 7 methods used for real estate decision making, independent consultants came founh highest (mid 
Rated from 1 never used to 5 always used. 
lliilll Average As%age Median Mode SD Valid resp. 
Relationship to market value/rental 4.23 61% 4 4 0.94 30 
Discounted cash flow techniques 3.63 66% 4 4 1.41 26 
Non-financial factors 3.33 56% 3.5 4 1.12 30 
Independent propeny mgmt consultants 3.23 56% 3 3 1.16 31 
Sale and leaseback analysis 3.11 53% 3 3 1.93 27 
Accounting rate of return/payback period 3.07 52% 3 5 1.61 26 
Consideration of risk diversification 2.61 45% 3 4 1.33 27 
Analysis of the frequency of use of independent propeny mmt consultants for real estate decision making shows t 
Never Rarely Sometime Often Always 
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Reasons for Outsourcing 
Why? 
2 7 
6% 23% 
6 possible reasons ranked 
Valid responses 
Invalid 
lliml 
9 
29% 
8 
26% 
33 
1 
34 
To access skills, technology, best practice 
not available within organisation 
As the service is not core business 
To gain a better quality of service 
To reduce the cost of the service 
To obtain a more independent service 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
33 
34 
NurriIl.er 
Networking/personal contact 30 
Recommendation from associate 22 
Professional affiliations 18 
Direct approach (by provider) 13 
Advertising 7 
Real estate publications 4 
Other 4 
invalid 1 
5 
31 
16% 
100% 
Average 
3.45 
2.85 
2.15 
2 
1.97 
0.79 
Percentage 
88% 
65% 
53% 
38% 
21% 
12% 
12% 
3% 
Weighted 
%age 
26% 
22% 
16% 
15% 
15% 
6% 
0% 
100% 
Select/on Criteria 13+ other tested for importance (scale 1 not important, 5 extremely important) 
lIllm Average As %age Median 
Quality of assigned employees 4.39 85% 5 
Relevant past experience 4.27 82% 5 
Local expertise 4.18 80% 4 
Reputation/references 4.06 77% 4 
Existing relationship with provider 3.67 67% 4 
Independence of service 3.59 65% 3.5 
Overali 'chemistry' 3.45 61% 4 
Price 3.39 60% 3 
Project methodology 3.3 58% 4 
Quality of proposal/presentation 3.21 55% 3 
Breadth of services available 2.97 49% 3 
National capability 2.91 48% 3 
Size of company 2.61 40% 3 
(Other- ,%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
lIllm Average As %age Median 
Quality of service provided 4.48 87% 5 
Provider's understanding of your business 4.3 83% 4 
Quality of personnel assigned by provider 4.18 80% 4 
Responsiveness of service provider 4.18 80% 4 
Clarity of objectives prior to outsourcing 4.03 76% 4 
Communication/interface between the partie 4 75% 4 
Effective performance measurement tools 3.69 67% 4 
118 
APPENDIX 3 
Median Mode SD 
4 5 1.52 
3 4 1.5 
2 1.28 
2 1.56 
2 2 1.57 
0 0 1.17 
Valid Percentage (of respon 
91% 
67% 
55% 
39% 
21% 
12% 
12% 
Mode SD Valid resp. 
5 0.86 33 
5 0.88 33 
5 0.85 33 
4 0.75 33 
3 0.92 33 
3 1.21 32 
4 1.03 33 
3 0.83 33 
4 0.98 33 
4 0.89 33 
3 0.98 33 
3 1.21 33 
2 1.06 33 
Mode SD Valid resp. 
5 0.57 33 
4 0.68 33 
4 0.64 33 
4 0.68 33 
4 0.85 33 
4 0.66 33 
4 0.78 32 
'':.~.-,,-~:r-.. :. __ ~~.J-l 
'o.--~' ... \ '. '.,~:,.J ;--,..: .. 
f'_ .......... _._ ..... -_-_ ••• ~ 
Past success 
Full analysis of costs prior to outsourcing 3.66 66% 
Cost savings achieved 3.64 66% 
Retention of ultimate control 3.64 66% 
Well developed service level agreement 3.59 65% 
Well planned transition of services 3.41 60% 
Performance based fee structures 3.34 59% 
Acceptance of outsourcing by your staff 2.85 46% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Withdrawn to intemal provision 
Sample 
Yes 
No 
Invalid 
29 
3.66 
66% 
4 
i 4 
0.94 
l'Il!lnl1el: 
0 
4 
7 
13 
5 
29 
f'IlIInll.eI 
30 
29 
4 
34 
EIl[{;lllltagll 
0% 
14% 
24% 
45% 
17% 
100% 
Eercentagll 
3% 
85% 
12% 
100% 
4 
4 
4 
4 
4 
3 
3 
4 
3 
3 
4 
4 
4 
3 
Valid pe[{;entagll 
3% 
97% 
100% 
APPENDIX 3 
0.83 32 
0.86 33 
0.9 33 
0.67 32 
0.98 32 
0.9 32 
1.09 33 
Skills and Attributes Required (Individuals) 
Skills 11 + other individuaVpersonal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
.I!em Average As %age Median Mode SD Valid resp . 
Market knowledge 4.45 86% 5 5 0.62 33 
Depth of experience in property 4.3 83% 4 5 0.77 33 
Understanding of your organisation 3.91 73% 4 4 0.95 33 
Market analysis skills 3.66 66% 4 4 32 
Negotiation skills 3.61 65% 4 4 1.09 33 
Presentation skills 3.61 65% 4 3 1.06 33 
Breadth of skills 3.34 59% 3 3 32 
Strategic management skills 3.28 57% 3 4 1.17 32 
Knowledge of business mgmt. principles 3.19 55% 3 4 0.97 32 
Investment analysis skills 3.13 53% 3 3 1.31 32 
Formal property qualifications 3.06 52% 3 3 1.06 31 
(Other responses - ) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
.I!em Average As%age Median Mode SD Valid resp. 
Confidentiality 4.48 87% 5 5 0.76 33 
Timeliness/responsiveness 4.3 83% 4 4 0.68 33 
Accuracy/lhoroughness 4.27 82% 4 4 0.63 33 
Sound judgement 4.21 80% 4 4 0.65 33 
Communication skills 4.03 76% 4 4 0.64 33 
Positive attitude/commitment 4 75% 4 4 0.79 33 
Lateral thinking/creativity 3.94 73% 4 5 0.93 33 
Overall professionalism 3.91 73% 4 4 0.72 33 
Problem solving ability 3.88 72% 4 4 0.89 33 
Adaptability 3.7 67% 4 4 0.95 33 
Ability to work in teams 3.12 53% 3 3 1.17 33 
(Other responses - ) 
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._.r~_.'_' .. _' Private Company Data Summary - General 
.. -.... -':: .. ..:-.-1.:...- .... 
Total Number 197 
Ownership By Ownership i':IUmIllll ~!1[l;!1lltag!1 
Govemment Department 25 13% 
SOE/Agency 38 19% 
T /R Authority 55 28% 
Public Company 34 17% 
Private Company 36 36 18% 
-.-~·>.C_-_-&-L-.;_-__ · Not for Profit Organisations 9 5% 
197 100% 
Sector ~ i':IUmIllll ~!1[l;!1lltage 
1&-.', ._-'::-'':'':-'. '~"'." Primary 8 2 4% 
;":"'.-- -.-.----"---~'-
Manufacturing 12 5 6% 
Energy 17 7 9% 
Wholesaling 6 4 3% 
Retailing 9 4 5% 
Transport 15 5 8% 
Communications 5 2 3% 
Finance/Insurance/Banking 15 7 8% 
Central Govemment 25 13% 
TerritoriaVRegional Govemment 53 27% 
Education 10 5% 
Health 13 7% 
Not for Profit 9 5% 
197 100% 
Size ~ i':IUmIllll ~!1[~!1lllage llalid ~!1[l;elllag!1 
Staff Staff Employed 
1-10 3% 3% 
11-20 3% 3% 
21-50 3 8% 8% 
51-100 5 14% 14% 
101-200 5 14% 14% 
201-500 13 36% 36% 
Over 500 8 22% 22% 
Invalid 0 0% 100% 
36 100% 
No_ Properties Owned By Number of Properties Owned 
Nil 5 14% 14% 
1-5 11 31% 31% 
6-10 4 11% 11% 
11-20 3 8% 9% 
21-50 4 11% 11% 
51-100 5 14% 14% 
Over 100 3 8% 9% 
Invalid 3% 100% 
36 100% .. 
Value Properties Owned By Value of Properties Owned 
Nil 5 14% 15% 
Less than $1 M 2 6% 6% 
$1-5M 8 22% 24% 
$6-10M 2 6% 6% 
$11-30M 7 19% 21% 
$31-50M 0 0% 0% 
Over$50M 9 25% 27% 
Invalid 3 8% 100% 
.-o.~="'-__ -~':'-~ 36 100% 
'--...:" .... ·_-_-_·L:.:~ .. 
No. Properties Leased By Number of Properties Leased 
Nil 3 8% 9% 
1-5 13 36% 38% 
6-10 6 17% 18% 
11-20 4 11% 12% 
21-50 0 0% 0% 
51-100 4 11% 12% 
Over 100 4 11% 12% 
Invalid 2 6% 100% 
36 100% 
, ..... -~-"."--"-~--.., 
Rental Cost Range Lease Rental Range $0 to $30 Million 
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Preference to Lease/Own 
Organisation Restructured 
Real Estate Management 
Separate Unit or Person 
Dedicated PM Staff 
RE Unit Restructure (recenQ 
RE Staff Change 
On scale, 1 - lease, 5 - own 
Valid respondents 
Strong preference to lease (1) 
Strong preference to own (5) 
Average 
Median 
Mode 
SD 
'Recent' restructuring 
Valid respondents 
Nil 
Minor 
Major 
Total restructured 
Valid respondents 
Yes 
No 
Invalid 
Valid respondents 
Invalid 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
No PM Staff 
One PM 
One or less 
N!.!Inllli 
35 
13 
10 
2.8 
3 
1.69 
N!.!Inllli 
36 
2 
19 
15 
36 
34 
~ 
34 
19 
15 
2 
36 
34 
2 
36 
1.57 
o 
14.5 
o 
15 
9 
24 
~!l[c!mtag!l 
37% 
29% 
~!uc!mta!.l!l 
6% 
53% 
42% 
100% 
94% 
~!lmentag!l 
53% 
42% 
6% 
100% 
44% 
26% 
71% 
APPENDIX 3 
Valid ~!l[c!lntag!l 
56% 
44% 
100% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the ,then: 
Average N/A 
Median 
Mode 
Highest 
Lowest 
SD 
Sample (with unit or person) 
Valid responses 
Nil 
Minor 
Major 
Total restructured 
Valid responses 
Decrease significantly 
Decrease slightly 
Stayed about the same 
Increased slightly 
Increased significantly 
Total decreased 
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19 
7 
9 
3 
19 
12 
19 
4 
4 
9 
2 
0 
19 
8 
37% 
47% 
16% 
100% 
63% 
21% 
21% 
47% 
11% 
0% 
100% 
42% 
Qualifications of Respondents 
Respondent Hierarchy 
Total increased 
Same 
2 
9 
11% 
47% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
36 
o 
36 
(ie. land economy based - valuation/property managemenVreal esta 
30 
o 
3 
o 
3 
36 
83% 
0% 
8% 
0% 
lrl!.. 
100% 
No qualification directly related to RE Mmt stated 83% 
Note: Other may not include many accountants etc. who are Included In nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
122 
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2 
2 
0.83 
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Private Company Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy 
How Much? (Extent) 
Strategy for outsourcing real estate related tasks 
.!iI.!.tI!W 
Yes 25 
No 11 
Invalid 0 
36 
WillIllll (ofthe sample of 25) 
Yes 7 
No 15 
Invalid 3 
25 
M!uelsameness tbao 5 years ago 
More 
Same 
Less 
Invalid 
17 
18 
o 
36 
~e[l;eotage 
69% 
31% 
0% 
100% 
28% 
60% 
12% 
100% 
47% 
50% 
3% 
0% 
100% 
~lid ~e[Ceolage 
69% 
31% 
100% 
32% 
68% 
100% 
47% 
50% 
3% 
100% 
Funher evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked sixth out of the 15 propeny business activities. 
OutsQ!![cing cootmcls fO[ pe[iods Of 3 yeatS 0[ mO[e 
Yes 
No 
Invalid 
6 
30 
o 
36 
17% 
83% 
0% 
100% 
17% 
83% 
100% 
Low percentage, suggesting there's some way to go in establishing long term outsourcing pannerships 
What's being outsourced? 
Functions 
RE DeciSions 
F[eQueocy of outsou[l;iog 13 [eal estate functions 11 Neve[ 4 Always 0- NlA) 
~ Average As%age Median Mode SD Valid resp. 
Real estate valuations 3.26 75% 4 4 0.95 35 
Building design 3 67% 3 4 1.07 34 
Constructlon/fitout management 2.68 56% 3 3 0.98 34 
Space layout planning 2.33 44% 2 2 1.05 33 
RM AcV!own planning 2.32 44% 2 2 0.94 31 
Building Act/health & safety compliance 2.29 43% 2 2 0.96 35 
Surplus propeny/lease disposal 2.16 39% 2 2 31 
Procurement of Sites/premises 2.16 39% 2 2 0.88 32 
Feasibility studies/market analysis 2.13 38% 2 2 0.75 32 
Selection of Sites/premises 2.03 34% 2 1.02 33 
Facilities ManagemenVmaintenance 2 33% 2 2 1 33 
Propeny/lease administmtion 1.72 24% 2 1 0.81 32 
Real estate strategic planning 1.55 18% 0.77 31 
Use of independent consultants in [eal estate decisioo makiog 
Tested among 7 methods used for real estate decision making, independent consultants came fifth in frequency 
Rated from 1 never used to 5 always used. 
~ Average As %age Median Mode SD Valid resp. 
Relationship to market value/rental 3.83 71% 4 4 1.28 29 
Non-financial factors 3.37 59% 3 3 1.15 29 
Accounting rate of return/payback period 3.41 60% 3 3 1.21 29 
Discounted cash flow techniques 3.3 58% 3 3 1.34 30 
Independent propeny mgmt consultants 3.06 52% 3 3 1.24 31 
Consideration of risk diversification 2.68 42% 3 1.44 28 
Sale and leaseback analysiS 2.57 39% 3 1.28 28 
Analysis of the frequency of use of independent propeny mmt consultants fO[ real estate decision making shows t 
Never Rarely Sometime Often Always 
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Reasons for Outsourcing 
Why? 
4 6 
13% 19% 
6 possible reasons ranked 
Valid responses 
Invalid 
lliilll 
9 
29% 
8 
26% 
34 
2 
36 
To access skills, technology, best practice 
not available within organisation 
To gain a better quality of service 
To obtain a more independent service 
As the service is not core business 
To provide greater flexibility in staff resources 
To reduce the cost of the service 
Other 
How Providers are Identified and Selected 
Methods to Identify ServIce Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
35 
1 
36 
~ 
Networking/personal contact 28 
Recommendation from associate 21 
Professional affiliations 14 
Direct approach (by provider) 13 
Advenising 9 
Real estate publications 1 
Other 
Invalid 
4 
31 
13% 
100% 
Average 
3.74 
2.35 
2.29 
2.09 
1.85 
1.65 
E!uc!!otage 
78% 
58% 
39% 
36% 
25% 
3% 
3% 
3% 
Weighted 
%age 
27% 
17% 
16% 
15% 
13% 
12% 
0% 
100% 
Selection Criteria 13+ other tested for imponance (scale 1 not imponant, 5 extremely imponant) 
lliilll Average As %age Median 
Quality of assigned employees 4.29 82% 4 
Relevant past experience 4.06 76% 4 
Local expenise 4.01 75% 4 
Reputation/references 3.82 71% 4 
Existing relationship with provider 3.74 68% 4 
Independence of service 3.53 63% 4 
Price 3.41 60% 3.5 
Quality of proposal/presentation 3.33 58% 4 
Project methodology 3.23 56% 3 
Overall 'chemistry' 3.21 56% 3 
Breadth of services available 3.15 54% 3 
Size of company 2.71 43% 3 
National capability 2.59 40% 3 
(Other - Listening skills ,0.03%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
lliilll Average As%age Median 
Quality of service provided 4.59 90% 5 
Responsiveness of service provider 4.39 B5% 4 
Quality of personnel assigned by provider 4.39 B5% 4 
Communication/interface between the panie 4.1 77% 4 
Clarity of objectives prior to outsourcing 4.06 77% 4 
Provider's understanding of your business 3.94 73% 4 
Retention of ultimate control 3.B4 71% 4 
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Median Mode SD 
4 5 1.5 
2.5 4 1.61 
2 2 1.7 
2 2 1.64 
2 0 1.71 
1 1.47 
Valid Eercelllage (of respon 
80% 
60% 
40% 
37% 
26% 
3% 
3% 
Mode SD Valid resp. 
5 0.87 34 
4 0.98 34 
4 0.96 34 
4 0.97 34 
4 0.9 34 
3 1.16 34 
4 0.92 34 
4 1.02 33 
4 0.99 31 
4 1.09 34 
3 1.03 33 
3 1.03 34 
3 1.21 34 
Mode SD Valid resp. 
5 0.5 32 
4 0.62 31 
5 0.67 31 
4 0.65 31 
4 0.B9 31 
4 0.91 32 
4 0.93 31 
:~'t'-~C'--;"':_'::-":_A-=-::" 
.,-~~--,~ .. --'.'':~'---
' __ '::.=';:~~:_=-_:_.L_1 
Past success 
Full analysis of costs prior to outsourcing 3.77 69% 
Well developed service level agreement 3.74 69% 
Effective performance measurement tools 3.77 69% 
Well planned transition of services 3.68 67% 
Cost savings achieved 3.65 66% 
Performance based fee structures 3.32 58% 
Acceptance of outsourcing by your staff 3.06 52% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Withdrawn 10 internal provisloD 
Sample 
Yes 
No 
Invalid 
27 
3.81 
70% 
4 
4 
0.83 
f'!lJ.mIleI 
0 
2 
6 
14 
5 
27 
2 
30 
4 
36 
~!1[l;!1Dlag!1 
0% 
7% 
22% 
52% 
19% 
100% 
P!1rC!1Qtag!1 
6% 
83% 
11% 
100% 
4 
4 
4 
4 
4 
3 
3 
4 
4 
4 
4 
4 
4 
4 
Valid p!1[l;!1D!age 
6% 
94% 
100% 
APPENDIX 3 
0.92 31 
0.86 31 
0.88 31 
1.05 31 
0.88 31 
0.94 31 
1.05 32 
Skills and Attributes Required (Individuals) 
Skills 11 + other individual/personal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
lll!m Average As %age Median Mode SD Valid resp. 
Market knowledge 4.38 84% 5 5 0.75 32 
Depth of experience in property 4.18 80% 4 4 0.73 33 
Understanding of your organisation 3.94 73% 4 4 0.8 32 
Negotiation skills 3.85 71% 4 4 0.97 33 
Market analysis skills 3.78 70% 4 4 0.97 32 
Breadth of skills 3.7 67% 4 4 0.68 33 
Presentation skills 3.61 65% 4 4 0.86 33 
Knowledge of business mgmt. principles 3.38 59% 3 3 0.94 32 
Formal property qualifications 3.27 57% 3 3 0.88 33 
Investment analysis skills 3.18 55% 3 3 1.16 33 
Strategic management skills 3.13 53% 3 3 1.04 32 
(Other responses - Listening skills) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
.l!lmJ. Average As %age Median Mode SD Valid resp. 
Confidentiality 4.3 83% 5 5 1.07 33 
Timeliness/responsiveness 4.26 82% 4 5 0.93 34 
Accuracy/lhoroughness 4.18 79% 4 4 0.97 34 
Sound judgement 4.15 79% 4 4 0.87 33 
Positive attitude/commitment 4.06 77% 4 4 0.93 33 
Communication skills 3.94 74% 4 4 0.95 34 
Overall professionalism 3.88 72% 4 4 0.96 33 
Lateral thinking/creativity 3.58 64% 4 4 0.97 33 
Problem solving ability 3.58 64% 4 4 1.12 33 
Adaptability 3.45 61% 4 4 0.87 33 
Ability to work in teams 
(Other responses - ) 
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"- ........ -.-'~ ... -.. ...;;- Not For Profit Data Summary - General 
.~-~--.:-----'~-.':"'-.j 
Total Number 197 
Ownership By Ownership t::l!!m!lli E!l[l;!lota!lll 
Government Department 25 13% 
SOE/Agency 38 19% 
T/R Authority 55 28% 
Public Company 34 17% 
Private Company 36 18% 
.:.....,.~.~ . ...:. ... '"'_.""""'--' Not for Profit Organisations 9 9 5% 
197 100% 
Sector ~ l'ill!nb.e!: Ell[l;llota!lll 
:'-.-_-';.-"';.""y·,:.J e Primary 8 4% 
~ ... jo;:.:-~ ..... ..;.,.) ... ..:.. 
Manufacturing 12 6% 
Energy 17 9% 
Wholesaling 6 3% 
Retailing 9 5% 
Transport 15 8% 
Communications 5 3% 
Finance/Insurance/Banking 15 8% 
Central Government 25 13% 
'~:''''~r''',~: • .... _ Territorial/Regional Government 53 27% 
.:::.u .• ! •• ; ....... _:_ •• Education 10 5% 
Health 13 7% 
Not for Profit 9 9 5% 
197 100% 
Size BlL..Sizf1 t::l!!m!lli Ell[l;llota!lll Valid Ell[l;IlOla!l1l 
Staff Staff Employed 
1-10 11% 11% 
11-20 2 22% 22% 
21-50 11% 11% 
51-100 0 0% 0% 
101-200 2 22% 22% 
201-500 11% 11% 
Over 500 2 22% 22% 
Invalid 0 0% 100% 
9 100% 
:'-'-.-"~'-.-'! 
No. Properties Owned By Number of Propel1ies Owned 
Nil 11% 11% 
1-5 0 0% 0% 
6-10 0 0% 0% 
11-20 0 0% 0% 
21-50 11% 11% 
51-100 11% 11% 
Over 100 6 67% 67% 
i.: .• ' .... _., .• ~ .'~ Invalid 0 0% 100% 
9 100% 
Value Properties Owned By. Value of Propel1ies Owned 
Nil 11% 11% 
Less than $1 M 0 0% 0% 
$1-5M 0 0% 0% 
$6-10M 0 0% 0% 
$11-30M 11% 11% 
$31-50M 11% 11% 
Over$50M 6 67% 67% 
Invalid 0 0% 100% 
'-_·_-_·~-:~·_·_·_~A·' 9 100% 
~-.-....:.-:. -" ~.: .. ~. :..~.~ 
No. Properties Leased By Number of Propel1ies Leased 
Nil 11% 13% 
1-5 4 44% 50% 
6-10 0 0% 0% 
11-20 1 11% 13% 
21-50 0 0% 0% 
51-100 11% 13% 
Over 100 11% 13% 
Invalid 11% 100% 
9 100% 
.. -... ~.::.: .... .; .. ~-.. ~.-.' 
Rental Cost Range Lease Rental Range $0 to $3 Million 
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Organisation Restructured 
Real Estate Management 
Separate Unit or Person 
_'c..- ""_ ,_,_. :.--~._.~ 
Dedicated PM Staff 
RE Unit Restructure (recent) 
RE Staff Change 
On scale, 1 - lease, 5 - own 
Valid respondents 
Strong preference to lease (1) 
Strong preference to own (5) 
Average 
Median 
Mode 
SD 
'Recent' restructuring 
Valid respondents 
Nil 
Minor 
Major 
Total restructured 
Valid respondents 
Yes 
No 
Invalid 
Valid respondents 
Invalid 
Average 
Median 
Mode 
Highest 
Lowest 
SD 
No PM Staff 
One PM 
One or less 
9 
3 
3.72 
4 
5 
1.35 
NlIIn!ll!r 
9 
2 
5 
2 
9 
7 
9 
7 
2 
o 
9 
9 
o 
9 
2.11 
2 
1 
5 
o 
1.9 
2 
2 
4 
Percentage 
11% 
33% 
EIl[Clllllaga 
22% 
56% 
22% 
100% 
76% 
Percentage 
76% 
22% 
0% 
100% 
22% 
22% 
44% 
APPENDIX 3 
Valid Ea[cllntaga 
76% 
22% 
100% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the ,then: 
Average N/A 
Median 
Mode 
Highest 
Lowest 
SD 
Sample (with unit or person) 
Valid responses 7 
Nil 3 43% 
Minor 14% 
Major 3 43% 
7 100% 
Total restructured 4 57% 
Valid responses 7 
Decrease significantly 0 0% 
Decrease slightly 0 0% 
Stayed about the same 5 71% 
Increased slightly 14% 
Increased significantly 14% 
7 100% 
Total decreased 0 0% 
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Qualifications of Respondents 
Respondent Hierarchy 
'_.'_ I 
Total increased 
Same 
2 
5 
29% 
71% 
100% 
APPENDIX 3 
RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
9 
o 
9 
(ie. land economy based - valuation/property management/real esta 
4 
o 
o 
4 
9 
44% 
0% 
11% 
0% 
~ 
100% 
No qualification directly related to RE Mmt stated 44% 
Note: Other may not include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
126 
9 
1.44 
1 
0.73 
.:..:--:....: •. <:'-:~~'.-::"-~.' 
,-.' ... :&- ~.~ ":~~""'~"'-4 
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Not For Profit Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy 
How Much? (Extent) 
Strategy for outsourcing real estate related tasks 
NI.!JII!ill 
Yes 6 
No 
Invalid 2 
9 
lI\ld!!!ln (of the sample of 6) 
Yes 2 
No 4 
Invalid 0 
6 
M!l[lllsamllaIlSs Illao 5 YIla[S ago 
More 
Same 
Less 
Invalid 
3 
4 
9 
Percentage 
67% 
11% 
22% 
100% 
33% 
67% 
0% 
100% 
33% 
44% 
11% 
11% 
100% 
~alid EIl[~1l0Iagll 
86% 
14% 
100% 
33% 
67% 
100% 
38% 
50% 
13% 
100% 
Further evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked first equal out of the 15 property business activities. 
oulsaurciolJ cootracts fa[ PIl[iads of 3 Yllars or more 
Yes 
No 
Invalid 
3 
5 
9 
33% 
56% 
11% 
100% 
38% 
63% 
100% 
What's being outsourced? 
Functions 
RE Decisions 
FreQU!lO~ Of a!JlsQllwiog 13 real IlSlal1l fuoctions C1 NIlVIl[ 4 Always 0- NIA) 
illml Average As%age Median Mode SD Valid resp. 
Real estate valuations 3.50 83% 4 4 1.07 8 
Building design 3.13 71% 3.5 4 1.13 8 
RM Ac!/lown planning 3.00 67% 3 3 0.93 8 
Building Act/health & safety compliance 2.75 58% 3 3 1.04 8 
Construction/fitout management 2.75 58% 2.5 2 1.16 8 
Space layout planning 2.63 54% 3 3 0.52 8 
Surplus property/lease disposal 2.63 54% 2.5 2 1.06 8 
Procurement of sites/premises 2.50 50% 2.5 3 0.93 8 
Feasibility studies/market analysis 2.29 43% 2 3 0.76 7 
Selection of sites/premises 2.00 33% 2 2 0.58 7 
Property/iease administration 1.88 29% 2 2 0.64 8 
Facilities ManagemenVmaintenance 1.88 29% 2 1 0.83 8 
Real estate strategic planning 1.29 10% 1 0.49 7 
lJsll of lodepeodeot coosultaots io real eslatll decision makiog 
Tested among 7 methods used for real estate decision making, independent consultants came fourth highest in fre 
Rated from 1 never used to 5 always used. 
illml Average As%age Median Mode SD Valid resp. 
Non-financial factors 3.75 69% 4 4 1.16 8 
Relationship to market value/rental 3.38 59% 3.5 3 1.41 8 
Accounting rate of return/payback period 2.89 47% 2.5 5 1.89 8 
Independent property mgmt consultants 2.75 44% 3 3 0.46 8 
Consideration of risk diversification 2.71 43% 3 1 1.80 7 
Discounted cash flow techniques 2.63 41% 2 1.77 8 
Sale and leaseback analysis 2.29 32% 1.70 7 
Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Rarely Sometime Often Always 
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Reasons for Outsourcing 
Why? 
o 2 6 o 
0% 25% 75% 0% 
6 possible reasons ranked 
Valid responses 
Invalid 
Il.em 
To gain a better quality of service 
To access skills, technology, best practice 
not available within organisation 
As the service is not core business 
To obtain a more independent service 
To reduce the cost of the service 
7 
2 
9 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
Networking/personal contact 
Recommendation from associate 
Advertising 
Professional affiliations 
Direct approach (by provider) 
Real estate publications 
Other 
Invalid 
8 
9 
lli!!n!lli 
6 
5 
4 
3 
0 
0 
0 
o 
8 
0% 
100% 
Average 
3.29 
3.14 
2.43 
1.57 
1.43 
0.57 
E!lrl:!lolage 
67% 
56% 
44% 
33% 
0% 
0% 
0% 
11% 
Weighted 
%age 
26% 
25% 
20% 
13% 
11% 
5% 
0% 
100% 
Selection Criteria 13+ other tested for importance (scale 1 not important, 5 extremely important) 
Il.em Average As%age Median 
Quality of assigned employees 4.63 91% 5 
Relevant past experience 4.50 88% 4.5 
Reputation/references 4.13 78% 4 
Local expertise 4.13 78% 4 
Quality of proposal/presentation 3.88 72% 4 
Existing relationship with provider 3.75 69% 4 
Project methodology 3.63 66% 4 
Price 3.44 61% 3.5 
Overall 'chemistry' 3.25 56% 3 
Independence of service 3.13 53% 3 
Breadth of services available 2.88 47% 3 
National capability 2.38 34% 2 
Size of company 1.75 19% 2 
(Other-,%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
Il.em Average As%age Median 
Quality of personnel assigned by provider 4.86 96% 5 
Quality of service provided 4.86 96% 5 
Clarity of objectives prior to outsourcing 4.57 89% 5 
Provide~s understanding of your business 4.50 88% 5 
Communication/interface between the partie 4.43 86% 5 
Responsiveness of service provider 4.43 86% 4 
Well developed service level agreement 4.29 82% 4 
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Median Mode SO 
4 4 1.70 
4 4 1.77 
2 1.27 
2 2 0.98 
1 1.62 
0 0 1.13 
llalid E!lrl:!lOlage (ofrespon 
75% 
63% 
50% 
38% 
0% 
0% 
0% 
Mode SD Valid resp. 
5 0.52 8 
4 0.53 8 
4 0.35 8 
4 0.64 8 
4 0.64 8 
4 0.89 8 
4 0.92 8 
3 1.12 8 
3 1.04 8 
3 1.25 8 
3 0.83 8 
1 1.51 8 
2 0.46 8 
Mode SD Valid resp. 
5 0.38 7 
5 0.38 7 
5 0.53 7 
5 0.93 8 
5 0.79 7 
4 0.53 7 
4 0.76 7 
.p. _·.r.~ .. p_:_·.r': __ -, 
J...--_......,.:"'O-_~_ .. _~_.~~_., 
. - ---~ ~~.~ . ..." 
:.=:.........:...I--~,.:;---, 
... _~=--~~~- ...:...:: .... -"'1 
Past success 
Cost savings achieved 4.14 79% 
Retention of ultimate control 4.00 75% 
Full analysis of costs prior to outsourcing 4.00 75% 
Effective performance measurement tools 3.86 71% 
Well planned transition of services 3.71 68% 
Acceptance of outsourcing by your staff 3.29 57% 
Performance based fee structures 3.00 50% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SO 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Withdrawn to internal provision 
Sample 
Yes 
No 
Invalid 
8 
3.75 
69 
4 
4 
0.71 
o 
o 
3 
4 
1 
8 
5 
3 
9 
Percentage 
0% 
0% 
38% 
50% 
13% 
100% 
Percentage 
11% 
56% 
33% 
100% 
4 
4 
4 
4 
3 
3 
3 
4 
4 
4 
4 
3 
3 
4 
Valid percentage 
17% 
83% 
100% 
APPENDIX 3 
1.07 7 
0.82 7 
0.82 7 
0.69 7 
0.95 7 
1.25 7 
1.15 7 
Skills and Attributes Required (Individuals) 
Skills 11 + other individuaVpersonal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
Ilf1In Average As %age Median Mode SO Valid resp. 
Negotiation skills 4.25 81% 4 4 0.46 8 
Oepth of experience in property 4.25 81% 4 4 0.71 8 
Market knowledge 4.25 81% 4.5 5 0.89 8 
Understanding of your organisation 4.13 78% 4 4 0.64 8 
Breadth of skills 3.88 72% 4 4 0.35 8 
Presentation skills 3.75 69% 4 4 0.46 8 
Market analysis skills 3.75 69% 4 4 0.71 8 
Strategic management skills 3.50 63% 3.5 4 0.53 8 
Knowledge of business mgmt. principles 3.38 59% 3 3 0.52 8 
Investment analysis skills 3.25 56% 3 3 1.04 8 
Formal property qualifications 3.00 50% 3 3 0.76 8 
(Other responses - ) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
Ilf1In Average As%age Median Mode SO Valid resp. 
Confidentiality 4.63 91% 5 5 0.74 8 
Accuracy/thoroughness 4.50 88% 4.5 4 0.53 8 
Sound judgement 4.50 88% 4.5 4 0.53 8 
Overall professionalism 4.38 84% 4 4 0.52 8 
Communication skills 4.38 84% 4 4 0.52 8 
Positive attitude/commitment 4.38 84% 4.5 5 0.74 8 
Timeliness/responsiveness 4.25 81% 4 4 0.71 8 
Problem solving ability 4.25 81% 4.5 5 0.89 8 
Adaptability 4.00 75% 4 4 0.53 8 
Lateral thinking/creativity 4.00 75% 4 4 1.07 8 
Ability to work in teams 3.38 59% 3 3 1.30 8 
(Other responses - ) 
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Major Portfolio Data Summary - General 
, .sAMf.!.E. 
I 
I 
' __ ~_' __ -J_'~'~' "I 
Total Number 197 
Ownership By Ownership Nu!n!m E'!1[l;!1otll!J!1 
Government Department 25 13% 10 
SOE/Agency 38 19% 16 
T /R Authority 55 28% 37 
Public Company 34 17% 15 
Private Company 36 18% 10 
Not for Profit Organisations 9 5% 6 
197 100% 94 
Sector ~ Nu!n!m E'!1[Q!1olag!1 
. :.-:...-:::.~-- '_-_I Primary 8 4% 
;"-"'::"'-~-:""-~---·1 
Manufacturing 12 6% 
Energy 17 9% 8 
Wholesaling 6 3% 
Retailing 9 5% 3 
Transport 15 8% 6 
Communications 5 3% 3 
Finance/Insurance/Banking 15 8% 7 
Central Government 25 13% 11 
TerritoriaVRegional Govemment 53 27% 37 
Education 10 5% 3 
Health 13 7% 7 
Not for Profit 9 5% 6 
197 100% 94 
Size BlLSize. Nu!n!m E'!1[l;!1ota!J!1 Valid E'!1[l;!10Iag!1 
Staff Staff Employed 
1-10 1% 1% 
11-20 3 3% 3% 
21-50 4 4% 4% 
51-100 11 12% 12% 
101-200 17 18% 18% 
201-500 15 16% 16% 
Over 500 41 44% 45% 
Invalid 2 2% 100% 
94 100% 
No. Properties Owned By Number of Properties Owned 
Nil 1% 1% 
1-5 2 2% 2% 
6-10 1% 1% 
11-20 6 6% 6% 
21-50 8 9% 9% 
,., __ ,.-r, 
51-100 12 13% 13% 
Over 100 64 68% 68% 
· ..... '"---'1 Invalid 0 0% 100% 
94 100% 
Value Properties Owned By Value of Properties Owned 
Nil 1% 1% 
Less than $1 M 0 0% 0% 
$1-5M 5 5% 5% 
$6-10M 1% 1% 
$11-30M 9 10% 10% 
$31-50M 6 6% 7% 
Over$50M 70 74% 76% 
Invalid 2 2% 100% 
-.:. .• -;'~-~-'-j 94 100% 
_c •• _-_-_. __ ~ 
No. Properties Leased By Number of Properties Leased 
Nil 5 5% 6% 
1-5 16 17% 18% 
6-10 14 15% 16% 
11-20 6 6% 7% 
21-50 8 9% 9% 
51-100 13 14% 15% 
Over 100 25 27% 29% 
Invalid 7 7% 100% 
94 100% 
: ..>--,-:.,.~.-~< ~ 
Rental Cost Range Lease Rental Range $0 to $53 Million 
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Preference to Lease/Own On scale, 1 - lease, 5 - own 
N!.!rn!mr E~[l;!1D!ag!1 
Valid respondents 90 
Strong preference to lease (1) 11 12% 
Strong preference to own (5) 31 34% 
Average 3.64 
Median 4 
Mode 5 
SD 1.32 
Organisation Restructured 'Recent' restructuring 
llilIn.b.er E!1[l;!1Qtage 
Valid respondents 93 
~ .. :&:"':'.o{&: ... _ ..; .. _.:,_~ 
Nil 6 6% . . . . , 
Minor 31 33% ~-".'."_._'~_-_'_."'-..l 
Major 56 60% 
'':''.-.'.-.-:'.'~.--;'.' 93 100% 
':~";--"""a.::-~.-.;.:, 
Total restructured 87 94% 
Real Estate Management 
Separate Unit or Person llilIn.b.er E~[C~Dlag~ llalld E!1[l;!1[]tag~ 
Valid respondents 91 
;::.:;.:.-.. : ..... ~: 
Yes 79 84% 87% 
._._~_-.. _.,-J_._-_._, 
No 12 13% 13% 
Invalid 3 3% 100% 
94 100% 
Dedicated PM Staff Valid respondents 90 
Invalid 4 
94 
Average 4.79 
Median 2 
Mode 2 
Highest 70 
Lowest 0 
SD 8.79 
No PM Staff 12 13% 
.- One PM 9 10% 
One or less 21 23% 
Note: High average in relation to median, due to a small number with large number of PM staff (eg. the 
If we take out the top 5, then: 
':':;":-'::".""'--"- Average 3.14 
Median 2 
Mode 2 
Highest 13 
Lowest 0 
SD 2.73 
RE Unit Restructure (recent) Sample (with unit or person) 
Valid responses 79 
Nil 19 24% 
Minor 23 29% 
:"'~~..o-:":"'_"'::"'::~~ Major 37 47% 
-= ....... -...... --;.~.., 79 100% 
Total restructured 60 76% 
RE Staff Change Valid responses 79 
Decrease significantly 20 25% 
Decrease slightly 15 19% 
Stayed about the same 24 30% 
Increased slightly 14 18% 
Increased Significantly 6 8% 
-.--~~--~-'-" ... ----' 79 100% 
Total decreased 35 44% 
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Respondent Hierarchy 
Total increased 
Same 
20 
24 
25% 
30% 
100% 
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RE qualifications of person having primary responsibility for RE in the organisation (respondent) 
Valid responses 
Invalid 
Highest RE Qualification 
Nil 
Technical or diploma 
Property degree 
Property post-graduate 
Other (eg. BArch, LLB etc.) 
94 
o 
94 
(ie. land economy based - valuation/property managemenVreal esta 
40 
2 
26 
25 
94 
43% 
2% 
28% 
1% 
~ 
100% 
No qualification directly related to RE Mmt stated 43% 
Note: Other may not include many accountants etc. who are included in nil and did not state as a prop 
also does not include staff qualifications 
Steps away from CEO 
Valid responses 
Average 
Median 
Mode 
SD 
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94 
2.07 
2 
2 
0.86 
;-::...:-~- ~-- - -'~---:.-
"_I_~.-"':--'.------."'-~.' 
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Major Portfolio Data Summary - Outsourcing 
What Extent of Outsourcing? 
Strategy 
How Much? (Extent) 
Strategy for outsourcing real estate related tasks 
Nu.!n.!lllI: 
Yes 68 
No 25 
Invalid 1 
94 
Wdt!lm (of the sample of 68) 
Yes 29 
No 34 
Invalid 5 
68 
Morelsam!lness toaD 5 Y!1ars ago 
More 
Same 
Less 
Invalid 
54 
33 
7 
o 
94 
~!1~!1otag!1 
72% 
27% 
1% 
100% 
43% 
50% 
7% 
100% 
57% 
35% 
7% 
0% 
100% 
lllllig~!1~!1D!ag!l 
73% 
27% 
100% 
46% 
54% 
100% 
57% 
35% 
7% 
100% 
Further evidence - Time spent by respondents on 15 activities, each scored 1-5 from minimal to most time. 
Managing external service providers ranked sixth out of the 15 property business activities. 
OutsOlJ~iD9 cootracts fm P!lriogs of 3 Y!lars m more 
Yes 
No 
Invalid 
24 
70 
o 
94 
26% 
74% 
0% 
100% 
26% 
74% 
100% 
What's being outsourced? 
Functions FreQU!lO<:Y of outsou~iD9 13 real !lstat!l fimctioos 11 N!lv!1r 4 Always 0 - NIA) 
RE Decisions 
I!l!m Average As%age Median Mode SD Valid resp. 
Real estate valuations 3.7 90% 4 4 0.55 93 
Building design 3.07 69% 3 4 0.92 91 
Construction/fitout management 2.7 57% 3 2 0.89 91 
RM Acl/lown planning 2.59 53% 3 2 0.92 91 
Building Acl/health & safety compliance 2.52 51% 2 2 1.04 92 
Surplus property/lease disposal 2.42 47% 2 2 0.98 93 
Space layout planning 2.34 45% 2 2 0.9 90 
Feasibility studies/market analysis 2.24 41% 2 2 0.8 89 
Facilities Management/maintenance 2.22 41% 2 2 1.01 90 
Procurement of siles/premises 2.17 39% 2 2 1.01 94 
Selection of siles/premises 1.89 30% 2 2 0.84 88 
Property/lease administration 1.71 24% 1 1 0.9 92 
Real estate strategic planning 1.59 20% 0.77 87 
Use of iml!lP!lDdIlOI Cllosllilaols io [eal !lslal!l d!lCisioo ma~iDg 
Tested among 7 methods used fm real estate decision making, independent consultants came fifth in frequency 
Rated from 1 never used to 5 always used. 
I!l!m Average As%age Median Mode SD Valid resp. 
Relationship to market value/rental 4.18 80% 4 5 0.96 85 
Non·financial factors 3.92 73% 4 4 0.83 85 
Discounted cash flow techniques 3.38 59% 3 3 1.26 82 
Accounting rate of return/payback period 3.27 57% 3 3 1.21 82 
Independent property mgmt consultants 3.18 54% 3 3 1.01 85 
Consideration of risk diversification 2.93 48% 3 2 1.24 76 
Sale and leaseback analysis 2.59 40% 3 3 1.21 75 
Analysis of the frequency of use of independent property mmt consultants for real estate decision making shows t 
Never Rarely Sometime Often Always 
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Reasons for Outsourcing 
Why? 
3 19 
4% 22% 
6 possible reasons ranked 
Valid responses 
Invalid 
l!!m! 
32 
38% 
22 
26% 
91 
3 
94 
To access skills, technology, best practice 
not available within organisation 
To gain a better quality of service 
As the service is not core business 
To obtain a more independent service 
To reduce the cost ofthe service 
To provide greater flexibility in staff resources 
Other 
How Providers are Identified and Selected 
Methods to Identify Service Providers 
6 + other methods, pick the top 3 
Valid responses 
Invalid 
94 
o 
94 
N!.!m!ler 
Networking/personal contact 79 
Professional affiliations 56 
Recommendation from associate 50 
Direct approach (by provider) 34 
Advenising 35 
Real estate publications 3 
Other 8 
Invalid 0 
9 
85 
11% 
100% 
Average 
3.42 
2.23 
2.18 
2.15 
1.8 
1.65 
i:1l[l;IlOlagll 
84% 
60% 
53% 
36% 
37% 
3% 
9% 
0% 
Weighted 
%age 
25% 
17% 
16% 
16% 
13% 
12% 
1% 
100% 
Selection Criteria 13+ other tested for imponance (scale 1 not imponant, 5 extremely imponant) 
I!mn Average As %age Median 
Quality of assigned employees 4.41 65% 4.5 
Relevant past experience 4.39 85% 4 
Reputation/references 3.95 74% 4 
Local expenise 3.79 70% 4 
Existing relationship with provider 3.69 67% 4 
Independence of service 3.55 64% 4 
Project methodology 3.53 63% 4 
Price 3.48 62% 3 
Quality of proposal/presentation 3.41 60% 4 
Overall 'chemistry' 3.17 54% 3 
Breadth of services available 2.89 47% 3 
Size of company 2.43 36% 2 
National capability 2.45 36% 2 
(Other - 3, 0.03%) 
Success of Property Outsourcing 
Factors contributing to success 
14 + other factors tested for contribution of success of outsourcing 
I!mn Average As %age Median 
Quality of service provided 4.63 91% 5 
Quality of personnel assigned by provider 4.4 85% 4 
Responsiveness of service provider 4.3 83% 4 
Clarity of objectives prior to outsourcing 4.28 82% 4 
Communication/interface between the panie 4.26 81% 4 
Provide~s understanding of your business 4.26 81% 4 
Retention of ultimate control 4.05 76% 4 
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Median Mode SD 
4 5 1.51 
2 1.59 
2 2 1.57 
2 2 1.57 
1.59 
0 1.61 
Valid i:1l[l;llolagll (of respon 
84% 
60% 
53% 
36% 
37% 
3% 
9% 
Mode SD Valid resp. 
5 0.67 92 
5 0.69 93 
4 0.89 93 
4 0.93 92 
4 0.97 93 
4 1.05 92 
4 0.8 93 
3 0.87 93 
4 0.9 93 
3 1.11 92 
3 0.98 91 
3 0.94 93 
1 1.22 92 
Mode SD Valid resp. 
5 0.53 93 
4 0.59 92 
4 0.64 93 
4 0.72 92 
4 0.66 93 
5 0.82 94 
4 0.85 91 
.... --" 
""-';:.'-"---'-'-~-~ 
I~ -:-0. : ... ·;·:·.·.,.-.'·.1 
.'.?~~-.-~'-'--.:~-. 
Past success 
Cost savings achieved 3.86 72% 
Effective performance measurement tools 3.84 71% 
Full analysis of costs prior to outsourcing 3.84 71% 
Well developed selVice level agreement 3.81 70% 
Well planned transition of selVices 3.69 67% 
Perfonnance based fee structures 3.41 60% 
Acceptance of outsourcing by your staff 3.11 53% 
Ranked on scale of 1 - 5, 1 unsuccessful, 5 very successful 
Valid responses 
Average 
As%age 
Median 
Mode 
SD 
1 Unsuccessful 
2 
3 
4 
5 Very successful 
Wjthdrawo to jnternal proyjsjoo 
Sample 
Yes 
No 
Invalid 
72 
3.63 
66% 
4 
4 
0.88 
~ 
0 
9 
19 
34 
10 
72 
~ 
79 
15 
64 
15 
94 
E'!m:eota!Je 
0% 
13% 
26% 
47% 
14% 
100% 
E'erceotage 
16% 
68% 
16% 
100% 
4 
4 
4 
4 
4 
3.5 
3 
4 
4 
4 
4 
4 
4 
3 
Valid perceotage 
19% 
81% 
100% 
APPENDIX 3 
0.92 93 
0.8 92 
0.83 92 
0.79 91 
0.77 90 
0.95 92 
1.14 93 
Skills and Attributes Required (Individuals) 
Skills 11 + other individuaVpersonal skills/criteria tested for importance (scale 1 -5, 1 not important, 5 extremely importan 
I!!lln Average As%age Median Mode SD Valid resp. 
Depth of experience in property 4.19 80% 4 4 0.71 91 
Market knowledge 4.17 79% 4 4 0.89 91 
Understanding of your organisation 3.87 72% 4 4 0.85 91 
Market analysis skills 3.7 68% 4 4 0.97 91 
Negotiation skills 3.7 68% 4 4 1.01 91 
Breadth of skills 3.52 63% 4 4 0.84 90 
Presentation skills 3.52 63% 4 4 0.87 91 
Knowledge of business mgmt. principles 3.4 60% 4 4 0.96 90 
Strategic management skills 3.32 58% 3 3 1.01 90 
Formal property qualifications 3.04 51% 3 3 0.95 91 
Investment analysis skills 2.99 50% 3 4 1.27 89 
(Other responses - 2, knowledge of public land legislation, listening skills) 
Attributes 11 + other personal work attributes tested for importance (scale 1 -5 , 1 important, 5 extremely important) 
llimJ Average As%age Median Mode SD Valid resp. 
Confidentiality 4.49 87% 5 5 0.76 92 
Accuracy/lhoroughness 4.34 83% 4 4 0.67 92 
Timeliness/responsiveness 4.3 83% 4 4 0.69 92 
Sound judgement 4.28 82% 4 4 0.68 92 
Positive attitude/commitment 4.27 82% 4 4 0.72 91 
Overall professionalism 4.17 79% 4 4 0.72 92 
Communication skills 4.04 76% 4 4 0.72 92 
Problem solving ability 3.98 74% 4 4 0.81 92 
Lateral thinking/creativity 3.78 70% 4 4 0.92 92 
Adaptability 3.9 73% 4 4 0.74 92 
Ability to work in teams 3.45 61% 3 3 1.05 91 
(Other responses - tenacity, & comment all very very important) 
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